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Offshore  IT  outsourcing  has  become 
an  “irreversible  megatrend,”  as  one 
analyst  put  it.  Check  out  this  guide  to 
the  strengths,  weaknesses  and  risks  of  India  and 
10  other  countries,  so  you’ll  know  what  you’re 
getting  into.  Stories  begin  on  page  25. 


ONLINE  EXCLUSIVE 

Our  Global  Outsourcing 
Tool  Kit  provides  Web  links 
to  useful  resources  like  a 
currency  calculator,  a  time- 
zone  converter  and  official 
reports  on  11  countries: 

O  QuickLink  40927 
computerworld.com 


Users  Unite  to  Keep  MPE  Alive 


Get  HP  to  agree  to 
plan  for  emulator  to 
ease  e3000  migration 

BY  PATRICK  THIBODEAU 

A  group  of  Hewlett-Packard 
Co.  users  and  independent 
consultants  is  trying  to  keep 
the  HP  e3000’s  aging  MPE  op¬ 
erating  system  alive  after  HP 
ends  its  support  in  2006. 

The  group,  OpenMPE  Inc., 
has  reached  an  agreement  in 
principle  with  HP  on  a  key  as¬ 


pect  of  the  MPE  survival  plan: 
permission  to  create  an  emu¬ 
lator  that  would  enable  the 
operating  system  to  be  used 
on  other  HP  hardware. 

But  the  effort  faces  a  dilem¬ 
ma.  Third  parties  such  as  HP’s 
channel  partners  and  consult¬ 
ing  firms  that  may  develop  an 
emulator  don’t  know  if  there’s 
enough  commercial  demand 
to  justify  the  investment.  Po¬ 
tential  users  who  are  prepar¬ 
ing  migration  plans,  mean¬ 
while,  say  they  need  to  know 


soon  whether  an  emulator  is 
actually  coming. 

The  HP  e3000  installed 
base,  which  analysts  estimate 
is  in  the  range  of  10,000  to 
20,000  users,  typically  runs 
mission-critical  applications 
such  as  reservations  systems. 
The  base  is  a  who’s  who  of 
large  corporate  users  that,  ac¬ 
cording  to  OpenMPE,  includes 
American  Airlines  Inc.,  Chase 
Manhattan  Bank  USA,  Exxon 
Mobil  Corp.  and  Ford  Motor 
Co.  And  many  of  those  users 
are  getting  antsy. 

“It’s  still  vaporware,”  said 
Jim  Haeseker,  manager  of  tech¬ 
nical  operations  at  General 

MPE,  page  14 


INSIDE 

One  HP  e3000  user,  Tufts 
Associated  Health  Plans, 
explains  why  it’s  migrating 
away  from  MPE.  Page  14 


Attacks  on  New 
Windows  Flaws 
Expected  Soon 

Experts  say  hackers  have  a  head  start  in  taking 
advantage  of  latest  holes  found  in  Microsoft  OS 


BY  JAIKUMAR  VIJAYAN 

Companies  will  have  even  less 
time  than  usual  to  properly 
protect  themselves  against  at¬ 
tackers  attempting  to  take  ad¬ 
vantage  of  three  critical  flaws 
in  Windows  software  that 
were  revealed  last  week  by 
Microsoft  Corp. 

Because  the  flaws 
are  nearly  identical  to 
the  one  that  the  Blast¬ 
er  worm  exploited  last 
month,  users  can  ex¬ 
pect  to  see  copycat  at¬ 
tacks  in  the  very  near 
future,  according  to  several  se¬ 
curity  experts.  As  a  result,  it’s 
important  for  companies  to 
patch  their  systems  or  other¬ 
wise  protect  themselves 
against  the  flaws  as  expedi¬ 
tiously  as  possible,  they  said. 

That  sentiment  was  echoed 


by  the  U.S.  Department  of 
Homeland  Security,  which  last 
week  warned  of  the  “potential 
for  significant  impact  on  In¬ 
ternet  operations”  because  of 
the  vulnerabilities. 

“DHS  believes  that  exploits 
are  being  developed”  for  the 
new  flaws,  the  agency  said  in  a 
bulletin. 

Some  users  took 
the  warning  seriously. 

“I’m  pretty  certain 
that  an  attack  will 
happen  faster  than  it 
did  with  Blaster,”  said 
Mike  Tindor,  vice  president  of 
network  operations  at  First 
USA  Inc.,  an  Internet  service 
provider  in  St.  Clairsville, 

Ohio.  The  company  has  al¬ 
ready  installed  patches  against 
the  new  threat  and  has  also 

Windows,  page  14 


WORM  CENTRAL 

For  additional  coverage, 

see  our  Viruses  and 
Worms  Center  online: 

O  QuickLink  a1280 
computerworld.com 


Users  Wary  of  Linux  Report 


Microsoft-financed 
research  leaves  many 
doubtful  of  objectivity 

BY  CAROL  SLIWA 

Microsoft  Corp.’s  strategy  of 
getting  out  “the  facts”  on  Lin¬ 
ux  by  commissioning  analyst 
firms  to  prepare  reports  com¬ 
paring  Windows  with  the 
open-source  operating  system 
may  not  have  the  impact  the 
company  had  hoped. 

The  minute  that  Mark 
Schunder,  a  software  develop¬ 


er  at  a  major  automaker,  saw  a 
news  story  last  week  on  Com- 
puterworld’s  Web  site  about 
the  latest  Microsoft-commis¬ 
sioned  report  [QuickLink 
41163],  he  dismissed  it  as  “very 
suspect”  and  said  he  didn’t 
bother  to  finish  reading  it. 

“I  wasn’t  surprised  by  any¬ 
thing  in  the  article.  A  Micro¬ 
soft-commissioned  report  is 
going  to  be  one-sided,”  he 
said.  “I’d  be  surprised  if  they 
came  out  with  a  report  that 
put  them  in  a  bad  light.” 

Linux,  page  53 


The  world's  fastest  personal  computer. 


The  PowerPC  G5  chip. 
The  world's  first  64-bit 
processor  for  personal 
computers. 


The  new  Power  Mac  G5  is  here.  It's  the  world's  fastest*  personal  computer,  and  the 

first  with  a  64-bit  processor.  At  its  heart  are  two  revolutionary  PowerPC  G5  processors, 

running  at  speeds  up  to  2GHz.  And  since  these  are 

64-bit  processors,  they  can  access  up  to  8GB  of 

memory  in  the  Power  Mac  G5,  which  is  double  the 

4-gigabyte  memory  ceiling  of  every  other  PC  in  the  world.  The  G5  processors  also 

have  the  world's  fastest  frontside  bus,  running  at  1  gigahertz,  which  gets  data  to  the 

processor  almost  twice  as  fast  as  the  533-megahertz  sPECint_rate2ooo:  integer  calculations 

bus  found  in  the  next-fastest  personal  computer  (a 

dual  3.06GHz  Xeon  machine). 

In  side-by-side  speed  tests  using  industry-standard  spECfP_rate2ooo:  Floating-point  calculations 

benchmarks,  the  dual  2.0-gigahertz  Power  Mac  G5  is 

up  to  41%  faster  than  both  the  fastest  Pentium  4  and 

dual-processor  Xeon  Workstation.  And  the  results  get  Independent  tests  show  the  Power  Mac 

G5  edges  out  the  competition  on  integer 
even  better  when  using  real-world  applications:  and  blasts  pastthem  in  floating-point. 

the  new  Power  Mac  G5  runs  Photoshop  more  than  twice  as  fast  as  the  fastest  PCs. 

Further  tests  reveal  there  are  similar  gains  across  a  wide  range  of  applications,  from 

music  and  video  to  science  and  mathematics. 

Impressed?  We  haven't  even  touched  on 


Dual  2GHz  PowerPC  G5 

16.9 

Dual  3.06GHz  Xeon 

16.7 

3GHz  Pentium  4  10.3 

Dual  2GHz  PowerPC  G5 

15.8 

Dual  3.06GHz  Xeon  11.1 

The  PowerPC  G5  chip  is  based 
on  IBM's  highest-performance 
64-bit  supercomputer  processors. 

the  Power  Mac  G5's  other  features.  Like  its  ultrahigh-bandwidth  system  architecture, 
featuring  AGP  8X,  PCI-X,  FireWire'  800,  Gigabit  Ethernet,  up  to  500  gigabytes  (yes, 
that's  half  a  terabyte)  of  internal  Serial  ATA  storage  and  a  SuperDrive- 
for  DVD  authoring.  All  inside  a  stunning,  professional-quality 
aluminum  enclosure  thatfeaturesfourdiscretecomputer-controlled 
cooling  zones  for  whisper-quiet  operation.  Together,  they  make 
the  Power  Mac  G5  a  true  breakthrough  in  personal  computing. 


TM  and  C2003  Apple  Computer,  Inc.  All  rights  reserved.  SPEC  is  a  registered  TM  of  the  Standard  Performance  Evaluation  Corp.  IBM  and  PowerPC  are  registered  TMs  of  IBM.  * Performance  claims  baseo  \P  '  '  °U  2000 
benchmark  results  and  leading  professional  application  performance  tests  of  a  dual  2  GHz  Power  Mac  G5  (shown),  3  GHz  Pentium  4-based  Dell  Dimension  8300  and  3.06  GHz  Dual  Xeon-buseo  Deli  frt:  j ion  o  SO 
SPEC  CPU  2000  benchmarks  run  with  GCC  3.3  and  independently  tested; professional  applications  tested  by  Apple,  June  2003.  See  www.spec.org  or  www.apple.conr/powermac  for  more  information  or  cal'  ?  800-MY-APPl  c 
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|  There  are  already  successful  multi-channel 
T|ptegration  systems  at  work  in  your  organization. 


..  'Witti  all  these  points  of  contact,  this  employee  has  increased  her  chances  of  making  a  sale.  It  may  seem  basic,  but  that’s  where  a  de  ent 
?%^^t%(?r6gramme  starts  -  maximising  your  client  contact  channels.  BT  offers  a  range  of  innovative  CRM  solutions  such  as  outsourced  contact 
v^|.ceBtr^5!,  making  sure  that  the  right  information  reaches  the  right  person  at  the  right  time  -  bringing  together  all  your  customer  information 
JVvMT^trmony.  Because  we  all  know  that  in  business,  communication  is  everything.  To  find  out  how  your  business  communications  could  run 


^^qny.  Because  we  all  know  that  in  business,  communication  is 
Human  communications,  contact  us  on  1-888-331  4568  or 


www.bt.com/globalservices 
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v#.btrcom/globalservices 
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6  Use  of  the  H-1B  visa  has  fallen,  but 
some  industry  groups  say  its  cap 
should  stay  high  in  anticipation  of 
an  improved  economy. 

6  Extreme  Networks  readies  switch 
management  software  aimed  at 
avoiding  network  downtime. 

7  Novell  plans  to  use  recently 
acquired  tools  instead  of  its  own 
ZENworks  technology  in  forthcom¬ 
ing  Linux  applications. 

8  Oracle  announces  grid  computing 
software  but  acknowledges  that 
widespread  acceptance  is  a  ways  off. 

10  A  proposed  California  privacy  law 

could  force  companies  to  keep  track 
of  data  sold  to  direct  marketers. 

16  Power  companies  are  being  pushed 
to  deliver  real-time  data. 

18  The  U.S.  Marines  are  using  Enig¬ 
ma’s  content  management  software 
to  streamline  vehicle  maintenance. 
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Offshore  Buyer’s  Guide 

Welcome  to  the  world  of  offshore 
software  manufacturing.  India  is  the 
clear  leader,  but  other  countries  are 
nipping  at  its  heels,  promising  lower 
costs  or  special  advantages.  So  we’ve 
produced  a  guide  to  the  strengths, 
weaknesses  and  risks  in 
11  countries  that  CIOs 
might  want  to  explore. 
PACKAGE  BEGINS  ON  PAGE  25. 

26  IT’s  Global  Itinerary.  CIOs  are  getting 
marching  orders  to  move  some  IT  operations 
offshore,  in  what’s  being  called  an  “irre¬ 
versible  megatrend.”  But  the  field  is  getting 
more  complex,  too. 

30  India.  Despite  increased  competition, 

India  will  continue  to  be  an  attractive  des¬ 
tination  for  offshore  outsourcing  projects 
for  the  next  several  years. 

34  Canada.  It’s  about  as  close  as  you  can  get, 
and  its  low  level  of  risk  and  familiar  cul¬ 
ture  make  it  a  favorite  destination  for 
nearshore  outsourcing  projects. 

36  The  Philippines.  A  major  outsourcing  desti¬ 
nation,  the  Philippines  has  skilled  workers 
who  are  proficient  in  English,  plus  a  good 
telecommunications  infrastructure. 


39  Mexico.  Just  a  short  plane  ride  away,  Mexico 
boasts  a  well-educated  labor  pool  and  lower 
prices.  But  the  lure  of  jobs  in  the  U.S.  keeps 
turnover  high  at  the  country’s  outsourcers. 

40  Ireland.  Its  government  is  eager  to  offer  tax 
benefits  and  grants  to  companies  willing  to 
bring  IT  operations  there,  making  Ireland 
an  increasingly  popular  destination  for  soft¬ 
ware  maintenance  and  development  work. 

41  China.  Some  users  are  outsourcing  IT 
work  to  China  because  it  offers  low-level 
programming  resources  at  bargain  rates. 

42  Singapore.  This  island  nation  has  economic 
stability  and  a  highly  trained  workforce. 

But  those  strengths  come  at  a  price. 
Vietnam.  A  “country  in  progress,”  Vietnam 
offers  low  labor  costs  but  still  faces  some 
communications  and  modernization  chal¬ 
lenges  for  its  facilities. 

43  Malaysia.  An  emerging  outsourcing  player, 
Malaysia  has  invested  heavily  in  a  high-tech 
corridor  to  lure  international  business.  But 
a  sluggish  economy  and  small  workforce 
have  slowed  the  country’s  momentum. 
Brazil.  It’s  close  to  the  U.S.  and  has  an  ex¬ 
panding  software  industry  and  an  oversup¬ 
ply  of  IT  professionals.  But  Brazil’s  short¬ 
comings  include  a  higher  cost  base  and 
smaller  pool  of  educated  English  speakers 
than  India  has. 

44  Russia.  Its  IT  workforce  is  inexpensive  and 
highly  trained,  but  Russia’s  wealth  of  scien¬ 
tific  talent  remains  largely  untapped  because 
of  its  bureaucracy  and  image  problems. 

46  Opinion:  Bart  Perkins  says  there  are  differ¬ 
ent  types  of  offshore  outsourcing  vendors. 

Pick  the  type  that  fits  your  company’s  culture, 

requirements  and  risk  profile. 
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Offshore  Security:  Considering 
the  Risks.  Security  risks  from 
offshore  outsourcing  of  IT  in¬ 
frastructure  may  be  no  different 
from  other  security  risks,  but  as 
in  all  business  deals,  careful  in¬ 
vestigation  of  business  partners 
and  an  understanding  of  your 
own  security  needs  are  para¬ 
mount.  ©QuickLink  40716 

Q 

Z 

< 

=  Negotiating  an  International 
°  Outsourcing  Contract.  You’ve 
“  decided  to  buy  IT  services 


overseas,  but  how  do  you  make 
sure  the  deal  doesn’t  go  sour? 
Start  with  an  agreement  that 
protects  your  interests.  Attor¬ 
ney  Gene  T.  Barton  Jr.  offers 
some  tips.  ©  QuickLink  40637 

What  Projects  Should  Be  Out¬ 
sourced  Overseas?  In  this  Gart¬ 
ner  Decision  Framework,  ana¬ 
lyst  Frances  Karamouzis  sug¬ 
gests  ways  to  decide  what  proj¬ 
ects  are  best  suited  for  offshore 
work.  ©  QuickLink  40948 


Processes.  QA  Key  to  Success¬ 
ful  Offshore  !T.  SevenSpace  CEO 
Peter  Weber  offers  tips  on  inte¬ 
grating  offshore  IT  resources 
with  your  in-house  staff. 

©  QuickLink  40901 

Outsourcing:  Voices  From  the 
Front  Developers  may  be 
affected  by  offshore  outsourc¬ 
ing  more  than  any  other  IT 
group  sc  ve  asked  readers  to 
tell  us  about  their  experiences. 
©  QufcfcU.  .4U94 
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Profits  Up,  Sales 
Down  for  Oracle 

Oracle  Corp.  reported  a  28%  year- 
over-year  increase  in  first-quarter 
profit,  but  its  revenue  from  new 
software  sales  fell  short  of  expec¬ 
tations.  Oracle  said  new  sales 
amounted  to  $525  million  in  the 
quarter  that  ended  Aug.  31,  down 
7%  from  last  year’s  first-quarter 
level  and  well  below  Wall  Street 
predictions  of  nearly  $600  million. 
Chief  Financial  Officer  Jeff  Henley 
said  the  company  “had  a  number 
of  deals  slip”  during  the  quarter. 


MCI  Plea  Denies 
Oklahoma  Charges 

WorldCom  Inc.,  which  now  does 
business  under  its  MCI  brand 
name,  pleaded  not  guilty  to  the 
felony  charges  that  Oklahoma’s 
attorney  general  filed  against  the 
company  and  six  of  its  former  ex¬ 
ecutives  last  month.  In  another 
matter,  MCI  announced  a  pro¬ 
posed  settlement  deal  with  two 
groups  of  creditors  that  had  ob¬ 
jected  to  its  Chapter  11  bankrupt¬ 
cy  restructuring  plan. 


Hacker  Arrested 
For  Times  Break-in 

Adrian  Lamo,  a  hacker  who  has 
publicized  his  intrusions  into  vari¬ 
ous  corporate  networks,  was  due 
to  appear  in  federal  court  in  New 
York  late  last  week  for  an  initial 
hearing  on  charges  that  he  broke 
into  systems  at  The  New  York 
Times  Co.  in  February  2002 
[QuickLink  27609].  Lamo,  22, 
surrendered  to  U.S.  marshals  in 
California  and  was  ordered  to  re¬ 
port  to  the  FBI  to  New  York. 


Short  Takes 

HEWLETT-PACKARD  CO.  this  week 
plans  to  announce  new  products 
for  small  and  midsize  companies. 

. . .  IMFORMATICA  CORP.,  a  Red¬ 
wood  City,  Calif.-based  data  inte¬ 
gration  vendor,  will  pay  $62  mil¬ 
lion  to  buy  Scotts  Valley,  Calif.- 
based  iWRIVA  CORP.,  which  sells 
mainframe  integration  software. 


of  H-lBs  Drops 


HighTech’s  Use 

But  some  IT  industry  groups  fear  Oct.  1 
decrease  in  visa  cap  will  hurt  economy 


BY  PATRICK  THIBODEAU 

WASHINGTON 

Companies  will  likely 
move  quickly  to  gob¬ 
ble  up  H-1B  visas 
next  month,  to  en¬ 
sure  that  they  get  the  workers 
they  need  before  the  new, 
sharply  reduced  cap  of  65,000 
is  reached,  immigration  ex¬ 
perts  said  last  week. 

The  cap  will  decline  from 
195,000  on  Oct.  1,  the  start  of 
the  new  federal  fiscal  year, 
and  that’s  almost  certain  to 
bring  pressure  from  high-tech 
groups  for  Congress  to  raise  it. 
The  groups  argue  that  the  cap 
needs  to  be  kept  at  the  higher 
level  as  the  economy  improves. 

They  also  stress  that  the  cap 
isn’t  being  abused,  and  to  bol¬ 
ster  that  argument,  they’re 
likely  to  cite  a  U.S.  Department 
of  Homeland  Security  (DHS) 
report  released  Thursday  that 
shows  a  sharp  decline  in  H-1B 
visa  use  by  companies  that  hire 
foreign  workers  with  IT  skills. 

The  DHS  report,  which 
breaks  down  H-1B  usage  by  in¬ 
dustry,  says  that  in  the  “com¬ 
puter  systems  design  and  re¬ 
lated  services”  category, 


which  is  the  largest  group,  the 
number  of  approved  H-1B  pe¬ 
titions  fell  from  141,267  in  2001 
to  50,776  in  2002. 

“This  kind  of  puts  to  rest 
the  idea  that  we  are  throwing 
Americans  out  in  the  street 
and  hiring  H-lBs  to  replace 
them,”  said  Thom  Stohler,  a 
vice  president  of  the  Ameri¬ 
can  Electronics  Association,  a 
trade  group  representing  the 
high-tech  industry  that  has  ad¬ 
vocated  a  higher  H-1B  cap. 

The  decline  “is  reflective  of 
the  downturn  in  the  industry,” 
he  said.  But  an  improving 
economy  will  be  hurt  by  re¬ 
strictions,  supporters  argue. 

Additional  Limits 

The  U.S.  Senate  Judiciary  Im¬ 
migration  Subcommittee  is 
scheduled  to  hold  a  hearing  to¬ 
morrow  on  the  H-1B  cap,  but 
there’s  no  legislation  pending 
to  prevent  the  cap  from  falling. 
In  fact,  the  opposite  is  occur¬ 
ring.  Legislation  introduced  in 
Congress  so  far  would  limit 
some  visa  programs,  such  as 
the  L-l,  which  is  used  by  multi¬ 
national  firms  to  transfer  em¬ 
ployees.  One  bill  would  set  a 


H-1B  Cap  Attack 


The  H-1B  visa,  which  allows 
foreigners  to  work  in  the  U.S. 
for  up  to  six  years,  has  been 
capped  at  195,000  for  the 
past  three  years. 

2003:  So  far,  56,986  visas  have 
been  issued  against  the  cap.  An¬ 
other  84,534  have  been  issued 
that  are  exempt  from  the  cap. 

These  include  visas  for  people 
who  work  at  universities  and  for 
nonprofit  research  groups. 

The  trend:  H-1B  demand  is  rising. 

In  January,  nearly  16,000  visas 
were  approved.  In  June,  that  num¬ 
ber  grew  to  just  over  20,000. 

cap  on  the  L-l  to  35,000  annu¬ 
ally;  there  is  now  no  cap  on  it. 

Opponents  have  long  ar¬ 
gued  that  U.S.  workers  have 
lost  jobs  because  of  the  H-1B 
visa  program.  But  it’s  unclear 
whether  U.S.  workers  will  be 
helped  by  the  cap  reduction. 

Some  may  benefit.  “It’s  go¬ 
ing  to  put  a  premium  on  U.S.- 
based  IT  professionals  who 
have  the  ability  to  manage  dis¬ 
tributed  projects,”  said  Sam 
Sliman,  executive  vice  presi¬ 
dent  at  Optimal  Solutions  In¬ 
tegration  Inc.  in  Irving,  Texas. 

But  Kiran  Karnik,  president 
of  the  National  Association  of 


Software  and  Service  Compa¬ 
nies,  a  New  Delhi-based  IT 
trade  group,  maintained  that 
in  the  long  run,  a  cap  reduc¬ 
tion  could  prompt  U.S.  compa¬ 
nies  to  move  a  larger  percent¬ 
age  of  work  offshore. 

According  to  some  immi¬ 
gration  experts,  businesses 
may  move  quickly  to  apply  for 
H-1B  visas  for  recent  comput¬ 
er  science  graduates,  especial¬ 
ly  those  in  the  U.S.  on  student 
visas,  which  remain  valid  for  a 
year  after  graduation. 

But  if  they  wait,  “there  is  the 
possibility  that  employers  will 
find  themselves  in  a  situation 
where  the  H-1B  cap  is  exhaust¬ 
ed,”  said  Jo  Anne  Adlerstein, 
an  immigration  lawyer  at  Pro- 
skauer  Rose  LLP  in  New  York. 

George  McClure,  who  heads 
the  career  policy  committee  of 
the  Institute  of  Electrical  and 
Electronics  Engineers  Inc., 
said  he  hopes  the  cap  reduc¬ 
tion  improves  job  prospects 
for  U.S.  workers.  He  estimated 
that  U.S.  jobs  are  lost  to  off¬ 
shore  workers  at  a  rate  of 
about  3%  per  year.  I 


IN-DEPTH  H-1B 

For  more  on  H-1B  visas,  visit  the  special 
coverage  page  on  our  Web  site: 

QuickLink  s1400 
www.computerworld.com 


Extreme  Networks  Upgrades 
Switch  Management  Apps 


BY  MATT  HAMBLEN 

Extreme  Networks  Inc.  later 
this  month  plans  to  release  an 
upgraded  management  mod¬ 
ule  for  its  BlackDiamond  6800 
switches  that  company  offi¬ 
cials  said  supports  instant  fail¬ 
over  and  no  downtime  for 
software  upgrades. 

The  higher  level  of  reliabil¬ 
ity  and  availability  in  the 
MSM-3  software  was  de¬ 
signed  for  corporate  LANs 
and  metropolitan-area  net¬ 
works  (MAN)  that  can’t  af¬ 
ford  any  downtime,  said  Tim- 
on  Sloane,  director  of  product 
management  at  Santa  Clara, 


Calif.-based  Extreme. 

Robert  Jacobs,  director  of 
network  services  at  Phono¬ 
scope  Communications  Inc.  in 
Houston,  said  the  voice  and 
data  communications  carrier 
has  been  testing  MSM-3  on  a 
BlackDiamond  switch  for  two 
weeks  with  no  problems.  “Our 
hot  button  was  that  there  was 
a  seamless  upgrade,  but  also 
the  fact  that  you  get . . .  closer 
to  99.999%  reliability,”  he  said. 

The  greatest  potential  im¬ 
provement,  Jacobs  noted,  is 
that  once  the  MSM-3  software 
is  installed,  code  revisions  and 
upgrades  can  be  done  without 


rebooting  Extreme’s  switches. 
Previously,  nodes  on  the  MAN 
that  Phonoscope  operates  in 
the  Houston  area  had  to  be 
taken  off-line  for  three  to  five 
minutes  to  do  upgrades.  “With 
our  customer  base,  there’s  no 
good  time  for  downtime,  peri¬ 
od,”  he  said.“Even  three  min¬ 
utes  is  unacceptable.” 

Jacobs  expects  to  buy  and 
install  the  new  software  on  his 
switches  by  December.  Phono- 


MWith  our  cus¬ 
tomer  base, 
there’s  no  good  time 
for  downtime,  period. 


ROBERT  JACOBS,  DIRECTOR  OF 
NETWORK  SERVICES,  PHONOSCOPE 


scope,  which  has  been  an  Ex¬ 
treme  shop  since  1999,  oper¬ 
ates  a  10  Gigabit  Ethernet  net¬ 
work  over  nearly  40,000  miles 
of  fiber  in  five  counties. 

Sloane  said  MSM-3’s  instant 
fail-over  capability  compares 
with  a  12-second  lag  for  redi¬ 
recting  network  traffic  to  oth¬ 
er  switches  with  Extreme’s  ex¬ 
isting  software.  The  new  mod¬ 
ule  has  a  list  price  of  $13,995. 

Zeus  Kerravala,  an  analyst  at 
The  Yankee  Group  in  Boston, 
said  the  software  upgrade  will 
keep  Extreme  on  technical  par 
with  rivals  such  as  Foundry 
Networks  Inc.  and  Enterasys 
Networks  Inc.  All  three  com¬ 
panies  are  vying  for  business 
against  switch  market  leader 
Cisco  Systems  Inc.  and  Nortel 
Networks  Ltd.  I 
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Novell  to  Drop  ZENworks 
From  Linux  Tool  Bundle 

Will  instead  use  server  management 
software  acquired  through  Ximian  deal 


BY  MATT  HAMBLEN 

Novell  Inc.  last  week  said  it 
plans  to  use  newly  acquired 
systems  management  tools  in¬ 
stead  of  including  its  own 
ZENworks  technology  in  a 
Linux  software  package  that’s 
due  to  go  into  open  beta  test¬ 
ing  next  month. 

At  the  company’s  Brain- 
Share  Europe  2003  conference 
in  Barcelona,  Spain,  Novell  of¬ 
ficials  said  the  Red  Carpet 
tools  developed  by  Boston- 
based  Ximian  Inc.,  which  Nov¬ 
ell  bought  last  month,  will  be 
included  in  the  Nterprise  Lin¬ 
ux  Services  1.0  bundle.  Red 
Carpet  offers  capabilities  such 
as  automated  distribution  of 
software  updates  and  patches 
to  servers.  The  bundle  will 
also  include  file,  print,  mes¬ 
saging  and  directory  services. 

Novell  had  announced  in 
June  that  ZENworks  would  be 


the  management  tool  in  the 
Nterprise  Linux  Services  pack¬ 
age.  “ZENworks  would  have 
worked,  but  our  engineers 
found  Red  Carpet  was  closer 
to  meeting  the  needs  of  our 
customers,”  Novell  spokesman 
Kevin  Barney  said  last  week 
when  asked  about  the  change. 

At  BrainShare,  Novell  also 
announced  plans  to  release  a 
suite  of  networking  software 


for  branch  offices  and  upgrades 
of  its  Web  application  develop¬ 
ment  and  single  sign-on  prod¬ 
ucts  (see  chart). 

Several  users  in  the  U.S. 
said  they  were  pleased  to  see 
Novell  moving  forward  with 
its  Linux  strategy,  which  is  in¬ 
tended  eventually  to  result  in 
the  full  NetWare  services  stack 
being  made  available  on  Linux 
systems  [QuickLink  39484], 

“If  NetWare  file  and  print 
will  run  on  Linux,  that  will  be 
a  hell  of  a  direction  to  go,”  said 
Doug  Boval,  a  systems  engi¬ 
neer  at  St.  Vincent  Hospital  in 
Indianapolis.  Like  other  users, 
Boval  said  he  hopes  to  begin 
testing  the  upcoming  Linux 
software  soon. 


“A  number  of  us  here  don’t 
care  for  Microsoft  products 
and  don’t  want  to  pay  exorbi¬ 
tant  fees,”  added  George  Raet- 
zke,  a  senior  systems  pro¬ 
grammer  at  Northern  Illinois 
University  in  DeKalb.  Raetzke 
is  testing  NetWare  6.5,  the  lat¬ 
est  release  of  Novell’s  flagship 
product,  for  use  by  20,000  stu¬ 
dents  and  staff  members  at  the 
school.  But  he  also  wants  to 
try  Nterprise  Linux  Services. 

Carl  Ness,  distributed  infor¬ 
mation  systems  coordinator  at 
Clarke  College’s  Keller  Com¬ 
puter  Center  in  Dubuque, 
Iowa,  also  welcomed  Novell’s 
latest  Linux  announcement, 
but  with  some  reservations. 

“Novell  is  known  for  good 
software,  and  if  they  are  build¬ 
ing  software  for  Linux,  it’s 
probably  going  to  be  top- 
notch,”  Ness  said.  “But  despite 
what  they  say,  a  lot  of  people 
are  still  concerned  they  are 
dumping  NetWare.  A  lot  of 
system  admins,  in  colleges  as 
well  as  the  corporate  world, 
are  still  on  the  fence  when  it 
comes  to  moving  mission- 
critical  systems  to  Linux.” 

Laura  DiDio,  an  analyst  at 
The  Yankee  Group  in  Boston, 


t|§  Novell  has 
m  the  Midas 
touch  in  reverse: 
They  take  gold  and 
turn  It  into  dust. 


LAURA  DIDIO,  ANALYST. 

THE  YANKEE  GROUP 

described  Novell’s  Linux  strat¬ 
egy  as  a  “me  too”  initiative 
that  might  not  be  as  attractive 
as  using  software  from  more 
established  Linux  vendors  like 
Red  Hat  Inc.  or  IBM. 

DiDio  added  that  Novell  has 
had  trouble  selling  its  soft¬ 
ware  to  large  businesses  in  re¬ 
cent  years.  “Novell  has  the  Mi¬ 
das  touch  in  reverse:  They 
take  gold  and  turn  it  into 
dust,”  she  said. 

In  response,  Richard  Mad¬ 
dox,  director  of  product  mar¬ 
keting  at  Novell,  said  the  com¬ 
pany  is  counting  on  Linux  to 
help  it  rebound.  “There  might 
have  been  truth  to  the  loss  of 
enterprise  customers,  but 
since  we  announced  Linux,  we 
are  slowing  that  down,”  Mad¬ 
dox  said.  “Linux  will  bring  us 
to  a  brand-new  world.”  I 


MORE  ANNOUNCEMENTS 

BrainShare  Europe  2003 

Nterprise  Branch  Office  2,  a  set  of  software  offerings  for  providing 
network  services  to  branch  offices  without  on-site  IT  staffers.  Public 
beta  testing  starts  early  next  month. 

Extend  5,  a  new  version  of  Novell’s  Web  application  development 
suite  that  adds  visual  development  tools  and  a  unified  software  installer. 
Public  beta  testing  starts  early  next  month. 

Nsure  SecureLogin  3.5,  an  upgraded  single  sign-on  tool  that  includes 
full  Java  support  and  works  with  non-NetWare  LDAP  clients.  Ships  Oct.  17. 


UPS  Tests  Wi-Fi  at  Retail  Stores,  Eyes  Global  Rollout 


Public-access 
traffic  will  share 
corporate  network 

BY  BOB  BREWIN 

United  Parcel  Service  Inc.  this 
week  will  dip  its  toe  into  the 
public-access  Wi-Fi  market  by 
launching  a  test  of  the  wire¬ 
less  technology  at  66  of  its  re¬ 
tail  packaging  and  shipping 
stores  in  the  Chicago  area. 

Nick  Costides,  retail  tech¬ 
nology  group  manager  at 
Atlanta-based  UPS,  said  the 
company  plans  to  use  the  Wi¬ 
Fi  test  to  gauge  customer  in¬ 
terest  in  the  service.  If  there’s 
enough  demand,  UPS  will  roll 
out  Wi-Fi  services  at  more 
than  3,000  U.S.  locations. 

Costides  is  also  looking  at 
making  Wi-Fi  access  available 
in  the  1,000  UPS  retail  outlets 
that  are  located  in  other  coun¬ 
tries.  “Everything  we  do  has  a 


global  view,”  he  said. 

UPS  will  piggyback  Wi-Fi 
connections  to  the  Internet  on 
a  nationwide  network  that 
serves  its  in-store  computers 
and  point-of-sales  systems, 
Costides  said.  The  network 
uses  DSL  links  with  an  aver¬ 
age  data  throughput  of 
256Kbit/sec.,  although  some 
cable  modems  are  also  used. 

Data  Traffic  Separated 

Costides  said  UPS  has  isolated 
and  secured  the  portion  of  the 
network  that  will  carry  public 
Wi-Fi  traffic  from  the  part  that 
transmits  corporate  data.  Dur¬ 
ing  peak  usage  periods  for  the 
in-store  systems,  the  compa¬ 
ny’s  network  managers  will  be 
able  to  cut  back  on  Wi-Fi 
throughput  to  avoid  perfor¬ 
mance  hits,  he  said. 

Alan  Reiter,  an  analyst  at 
Wireless  Internet  &  Mobile 
Computing  in  Chevy  Chase, 


Md.,  said  the  piggybacked 
connections  planned  by  UPS 
are  a  key  to  developing  nation¬ 
wide  Wi-Fi  access  capabilities. 
But  that’s  also  the  most  expen¬ 
sive  option,  he  noted.  And  if 
the  service  is  popular,  UPS 
might  need  to  install  T1  pipes 
with  1.54Mbit/sec.  transmis¬ 
sion  rates,  Reiter  said. 

Wi-Fi  setups  use  802.11b 
wireless  LAN  technology  to 
provide  llMbit/sec.  connec¬ 
tions  between  users’  laptop 
PCs  and  wireless  access 
points.  Datamonitor  PLC,  a 
market  research  firm  in  Lon¬ 
don,  predicts  that  the  number 
of  Wi-Fi  hot  spots  worldwide 
will  grow  from  31,000  this 
year  to  135,000  by  2007. 

UPS  rival  FedEx  Corp.  has 
considered  offering  public- 
access  Wi-Fi  to  its  customers 
but  has  seen  little  demand  for 
the  technology  thus  far,  said 
Ken  Pasley,  director  of  wire¬ 


less  systems  development  at 
the  Memphis-based  company. 
He  noted  that  FedEx’s  retail  lo¬ 
cations  and  the  customer  ser¬ 
vice  counters  at  its  shipment 
hubs  are  essentially  package 
drop-off  and  pick-up  sites. 

UPS’s  retail  operations  are 
built  around  the  Mail  Boxes 
Etc.  chain  that  the  company 
bought  in  2001,  with  most  of 
the  locations  now  rebranded 
as  The  UPS  Store.  Costides 


PRICING 


UPS’s  Plans 

■  UPS  will  adhere  to  a  sliding  rate 
for  Wi-Fi  access  that  Toshiba 
charges,  with  prices  ranging 
from  $4.95  per  hour  to  a 
monthly  fee  of  $39.95. 

■  It  also  plans  to  use  promotional 
offers,  such  as  giving  a  free  hour 
of  Wi-Fi  access  to  customers 
who  upgrade  package  ship¬ 
ments  from  ground  to  air. 


said  UPS  hopes  to  use  tech¬ 
nology  such  as  Wi-Fi  to  turn 
the  stores  into  “branch  offices 
for  road  warriors.” 

Because  the  stores  are  oper¬ 
ated  by  franchisees,  UPS 
needed  hardware  that  was  in¬ 
expensive  and  easy  to  install, 
according  to  Costides.  The 
company  tapped  Toshiba 
Corp.’s  computer  systems 
group  to  provide  a  hot-spot- 
in-a-box  system  for  use  in  the 
Chicago  trial  run. 

John  Marston,  vice  presi¬ 
dent  of  business  development 
at  the  Toshiba  unit  in  Irvine, 
Calif.,  said  its  hot-spot  hard¬ 
ware  costs  $199  per  access 
point.  Toshiba  also  provides 
back-end  billing  and  user  au¬ 
thentication  services  through 
a  partnership  with  IT  consult¬ 
ing  firm  Accenture  Ltd.  I 

WIRELESS  CHIP  DELAY 

Intel  again  postpones  the  shipment  of  a 
duai-band  version  of  its  Centrino  chip  set: 

QuickLink  41346 
www.cornputerworld.com 
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Oracle  Grid  Computing 
Plan  Faces  Obstacles 


Ellison  bullish  on  server  clustering  but 
acknowledges  adoption  will  be  slow 


BY  MARC  L.  SONGINI 

SAN  FRANCISCO 

LTHOUGH  MANY 

users  at  last  week’s 
OracleWorld  2003 
conference  here  said 
they  have  an  interest  in  Oracle 
Corp.’s  new  grid  computing 
technology,  several  added  that 
they’re  not  ready  to  buy  into 
the  server  clustering  plans  be¬ 
ing  pushed  by  Oracle  and  oth¬ 
er  vendors. 

Oracle  formally  unveiled  its 
lOg  product  line  at  the  confer¬ 
ence,  after  previewing  the  an¬ 
nouncements  last  month 
[QuickLink  40474], 

CEO  Larry  Ellison 
and  other  Oracle 
officials  said  the 
upgraded  database, 
application  server 
software  and  man¬ 
agement  tools  are  the  corner¬ 
stone  of  a  full-fledged  plat¬ 
form  for  grid  computing  in¬ 
stallations  that  split  applica¬ 
tions  across  large  numbers  of 
low-end  servers. 

Ellison  noted  during  an 


open  Q&A  session  that  Oracle 
has  been  shipping  clustering 
technology  for  more  than  a 
decade.  “Now,  with  lOg,  you 
really  can  cluster  across  lots 
of  machines,  and  we  have  the 
management  tools  to  go  along 
with  it,”  he  said. 

But  Ellison  acknowledged 
that  it  will  take  time  for  the 
grid  concept  to  catch  on  with 
users.  Most  companies  “still 
operate  on  the  principle  of  us¬ 
ing  one  large  machine  as  the 
database  server,”  he  said.  “It’s 
not  going  to  happen  overnight, 
but  there  will  be  an  inexorable 
move  [to  grid  com¬ 
puting].  The  eco¬ 
nomics  are  com¬ 
pelling;  the  reliabil¬ 
ity  is  compelling.” 

Arthur  Fleiss,  se¬ 
nior  manager  of  the 
information  systems  depart¬ 
ment  at  New  York-based  Col¬ 
gate-Palmolive  Co.,  said  the 
consumer  goods  maker  has 
been  beta-testing  Oracle  Data¬ 
base  lOg  for  the  past  month 
and  is  interested  in  exploiting 


grid  computing  to  improve 
application  reliability  and 
performance.  But  first,  there 
needs  to  be  “a  change  in  mind¬ 
set”  within  his  company,  he 
added. 

Fleiss  said  the  technical 
challenges  of  setting  up  a  grid 
installation  aren’t  great.  But 
the  prevailing  view  of  how  to 
configure  systems  at  Colgate- 
Palmolive  is  that  there  is  “one 
application  and  one  server, 
and  to  get  people  to  think  be¬ 
yond  that  is  a  change,”  he  said. 
“That’s  the  biggest  hurdle.” 

Other  Oracle  users  said 
they’re  in  no  rush  to  imple¬ 
ment  grid  computing.  “As  far 
as  our  environment  goes,  I 
don’t  see  a  need  for  Oracle’s 
grid  architecture,”  said  Jeremy 
Forman,  a  computer  systems 
analyst  at  the  New  Mexico 
State  Highway  and  Transporta¬ 
tion  Department  in  Santa  Fe. 

Forman  is  beta-testing  the 
lOg  database  and  said  he  sees 
the  potential  benefits  of  har¬ 
nessing  CPU  power  across  nu¬ 
merous  servers.  But  the  high¬ 
way  department  doesn’t  need 
that  kind  of  performance 
boost  at  this  point.  “Perfor- 
mancewise,  we’re  pretty  hap- 


SHOWSTOPPER 

Bomb  threats  temporarily 
put  OracleWorld  on  hold: 

0  QuickLink  41275 
www.computerworld.com 


Oracle  Continues  PeopleSoft  Quest 


Oracle  CEO  Larry  Ellison  field¬ 
ed  questions  from  users  and 
the  press  during  a  session  at 
OracleWorld  2003.  Excerpts 
from  his  comments  follow. 

On  the  status  of  Oracle’s 
hostile  bid  to  buy 
business  applications 
rival  PeopleSoft  Inc.: 

The  government  is  re¬ 
viewing  our  acquisition 
[offer].  They  will  let  us 
know  what  they  think  in 
October  or  November. 

We  have  our  fingers 
crossed.  We’re  very  determined 
to  complete  this  acquisition. 
We’re  very  patient. 

On  how  long  it  will  take  for 
users  to  accept  grid  com¬ 
puting  as  a  mainstream  IT 


approach:  Most  customers 
don’t  use  RAC  [Oracle’s  Real 
Application  Clusters  technol¬ 
ogy].  I  don’t  think  large  ma¬ 
chines  will  disappear  overnight. 
This  begins  a  trend.  We’re  go¬ 
ing  to  see  a  gradual  movement 
from  [running  software 
on]  one  big  server  to 
the  grid  approach. 

On  different  ways 
of  pricing  software: 

Counting  processors  is 
very  hard.  It’s  also  hard 
to  count  users.  What 
makes  much  more  sense  is  the 
notion  of  an  enterprise  license. 
You  pay  so  much  per  year  for 
the  use  of  Oracle  software  and 
use  as  much  as  you  want.  That’s 
where  everything  is  going. 

-  Marc  L.  Songini 


ORACLE  CEO 

Larry  Ellison 


py  with  how  the  apps  work,” 
Forman  said. 

Oracle  didn’t  say  how  it 
will  price  its  software  for  grid 
installations.. But  the  compa¬ 
ny  claimed  that  users  will  be 
able  to  save  money  by  relying 
on  farms  of  low-cost  blade 
servers  that  can  be  quickly 
expanded  when  processing 
demand  spikes,  instead  of  run¬ 
ning  applications  on  main¬ 
frames  or  large  Unix  servers 


that  often  are  underutilized. 

Jamie  Shiers,  database  group 
lead  at  the  IT  division  of 
CERN,  a  scientific  research 
laboratory  in  Geneva,  said  Ora¬ 
cle  and  other  vendors  must  en¬ 
sure  that  their  products  don’t 
become  proprietary.  “The 
biggest  danger  for  grid  is  that  it 
splinters  like  Unix,”  Shiers 
said.  If  that  can  be  avoided,  he 
added,  grid  technology  should 
be  the  wave  of  the  future.  I 


PeopleSoft  Turns  Attention  to  Real-Time 
Integration,  Speedier  Application  Rollouts 


But  Oracle  buyout 
bid  still  looming 

BY  MARC  L.  SONGINI 

PeopleSoft  Inc.  this  week  will 
introduce  a  series  of  products 
and  disclose  more  details  of 
its  road  map  for  integrating 
J.D.  Edwards  &  Co.  into  its 
operations.  But  also  looming 
over  the  company’s  annual 
user  conference  will  be  the 
specter  of  Oracle  Corp.’s  hos¬ 
tile  bid  to  buy  PeopleSoft. 

At  the  Connect  2003  confer¬ 
ence,  which  starts  today  in 
Anaheim,  Calif.,  PeopleSoft 


plans  to  focus  on  its  support 
for  real-time  integration  that 
lets  companies  rapidly  distrib¬ 
ute  financial  data  and  other  in¬ 
formation  that’s  key  to  end 
users  in  different  departments. 

Rick  Bergquist,  PeopleSoft’s 
chief  technology  officer,  said 
the  Pleasanton,  Calif.-based 
company  will  also  announce 
software  enhancements  de¬ 
signed  to  help  IT  managers 
install  its  applications  more 
quickly  and  extend  them  to 
both  internal  end  users  and 
business  partners. 

For  example,  PeopleSoft 
will  roll  out  a  tool  that  can 


help  automate  the  application 
installation  process,  Bergquist 
said.  Another  new  tool  will  be 
able  to  automatically  connect 
to  PeopleSoft’s  systems  and 
download  the  latest  software 
patches,  eliminating  the  need 
for  IT  workers  to  handle  that 
process  manually  (see  chart). 

The  Connect  conference 
comes  two  weeks  after  Peo¬ 
pleSoft  revealed  initial  plans 
for  combining  its  operations 
with  Denver-based  J.D.  Ed¬ 
wards,  which  it  bought  late 
last  month  in  a  friendly  acqui¬ 
sition  [QuickLink  41094]. 

John  Schindler,  CIO  at  Kich- 


ler  Lighting  in  Cleveland,  said 
he’s  heading  to  Connect  to  get 
some  technical  tips  and  learn 
about  upgrading  to  PeopleSoft 
8.8,  the  vendor’s  latest  applica¬ 
tions  release. 

Schindler  added  that  he  ex¬ 
pects  PeopleSoft  to  fend  off 
Oracle’s  unsolicited  takeover 
bid.  “I  believe  the  threat  of  Or¬ 
acle  being  successful  is  very 
low,”  he  said. 

Also  this  week,  the  indepen¬ 
dent  Oracle  Applications 
Users  Group  will  hold  its  an¬ 
nual  North  American  confer¬ 
ence  in  San  Diego.  Arthur 
Hunt,  president  of  the  Atlanta- 
based  OAUG  and  operations 
manager  at  Yale  University, 
said  Oracle’s  grab  for  People- 
Soft  is  also  likely  to  be  a  hot 
topic  at  the  OAUG  event.  I 


New  From 
PeopleSoft 

■  Four  tools  to  automate  appli¬ 
cation  installation,  configuration, 
performance  tuning  and  updates 

■  Out-of-the-box  support  for 

integrating  applications  like  pay¬ 
roll  and  sales  order  management 
with  products  from  other  vendors 

■  Icon-based  application  naviga¬ 
tion  capabilities 

■  Upgraded  supply  chain  and 
financial  management  features 

in  its  midmarket  EnterpriseOne 
suite,  which  was  formerly  called 
J.D.  Edwards  5 

■  The  addition  of  PeopleSoft’s 
user  interface  to  the  Enter¬ 
priseOne  applications 
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P&G  Taps  IBM  to 
Run  Its  HR  Systems 

Procter  &  Gamble  Co.  said  it 
has  signed  a  10-year,  $400 
million  contract  to  outsource 
management  of  its  human  re¬ 
sources  systems  and  operations 
to  IBM.  Under  the  contract,  IBM 
will  also  take  over  the  develop¬ 
ment  of  P&G’s  HR  applications. 
Cincinnati-based  P&G  out¬ 
sourced  most  of  its  IT  opera¬ 
tions  to  Hewlett-Packard  Co. 
last  spring  in  a  $3  billion  deal 
[QuickLink  37733]. 


Sun  Setting  Linux, 
Server  Pricing 

Sun  Microsystems  Inc.  plans  to 
disclose  pricing  for  both  its  Proj¬ 
ect  Orion  server  software  bundle 
and  its  Mad  Hatter  desktop  Linux 
offering  at  its  SunNetwork  con¬ 
ference  in  San  Francisco  this 
week.  Sun  CEO  Scott  McNealy 
indicated  during  a  speech  at  last 
week’s  OracleWorld  show  that 
users  will  get  big  savings  by  buy¬ 
ing  the  Orion  stack  instead  of 
purchasing  products  individually. 


3Com  Outsourcing 
All  Manufacturing 

3Com  Corp.  in  Marlboro,  Mass., 
said  it  will  cut  another  1,000 
jobs  by  outsourcing  all  of  its 
manufacturing  operations.  The 
networking  vendor  also  plans  to 
shift  development  of  its  low-end 
products  to  a  facility  in  Taiwan 
that’s  due  to  open  in  late  Novem¬ 
ber.  The  new  cutbacks  follow  a 
round  of  layoffs  that  3Com  an¬ 
nounced  in  June  [QuickLink 
39138]. 


Short  Takes 

AMERICA  ONLINE  INC.  in  Dulles, 
Va.,  and  REUTERS  GROUP  PLC  in 
London  said  they  plan  to  make 
their  instant  messaging  products 

interoperable _ Poway,  Calif.- 

based  GATEWAY  INC.  said  it  will 
lay  off  850  customer  service 
wooers  in  addition  to  cutting 
450  manufacturing  jobs,  which 
it  announced  earlier  this  month. 


MARK  HALL  ■  ON  THE  MARK 

SAP  Undertakes  Major 
NetWeaver  Overhaul . . . 

. . .  that  will  result  in  the  first  synchronized  release  of  all  the  applica¬ 
tion  integration  software’s  components  in  Q1 2004.  Currently,  SAP  AG 
ships  its  various  NetWeaver  modules  separately.  For  example,  Master 
Data  Management  2.0,  which  lets  you  maintain  cross-platform  data 
consistency,  and  XI  3.0,  an  app  integration  broker,  will  hit  the  street  at 
different  times  between  now  and  year’s  end.  According  to  SAP  executives 


speaking  sotto  voce,  the  odds  are  pretty 
good  that  the  company  will  also  adopt  a 
common  versioning  approach  so  that 
each  of  NetWeaver’s  applications  will 
have  the  same  release  number  when  the 
overhaul  is  complete.  ■  Preventing 
downtime  makes  a  heck  of  a  lot  more 
sense  than  waiting  to  hear  from  irate  end 
users  that  their  favorite  application  is  on 
the  blink.  That’s  ostensibly  why  Dale  Ed- 
miston,  senior  manager  of  computer  op¬ 
erations  at  Food  Lion  LLC  in  Salisbury, 
N.C.,  has  CA  Unicenter  watching  over 
his  systems.  Turns  out  the  management 
framework  alone  wasn’t 
enough  to  give  him  ad¬ 
vance  warning  that 
something  bad  was 
about  to  happen  to  a 
critical  application 
(though  he  certainly 
wishes  it  had  been,  so 
he’d  have  one  less  ven¬ 
dor  to  deal  with,  he 
says).  Since  Unicenter 
fell  short,  Edmiston 
turned  to  Silas  Tech¬ 
nologies  Inc.  in  nearby 
Winston-Salem  and  its 
Reveille  application¬ 


monitoring  tool.  Since  installing  Version 
2.0,  Edmiston  claims  he  has  had  “saves 
on  every  application  we’ve  got  moni¬ 
tored,  and  it’s  improved  our  break-to-fix 
time.”  That  success  ought  to  entice  him 
to  look  closely  at  Reveille  2.5,  which 
ships  today.  The  upgrade  adds  its  agent- 
free  monitoring  capabilities  for  Oracle 
database  versions  8.1  and  higher;  allows 
more  out-of-the-box  reports  on  applica¬ 
tion  service  levels,  such  as  peak-time 
analysis;  and  imports  XML  files  for 
things  such  as  on-call  lists  that  determine 
which  technician  should  be  summoned 
for  particular  problems 
that  Reveille  identifies. 
Expect  to  pay  $10,000 
and  up  for  every  appli¬ 
cation  you  want  Reveille 
to  watch  over.  ■  Silas, 
which  is  four  years 
young,  gets  some  of  its 
revenue  from  consulting 
with  IT  shops  on  ap¬ 
proaches  for  monitoring 
apps  while  they’re  still 
in  development.  That 
strategy  would  please 
Paul  Carbone,  managing 
partner  at  Baird  Venture 


Partners  in  Milwaukee,  the  private  equity 
arm  of  the  venerable  Robert  W.  Baird  & 
Co.  investment  bank.  “We’re  not  looking 
just  for  technology  in  the  companies  we 
invest  in,”  he  says.  “We  like  the  wrap¬ 
around  of  services  in  [a  product]  offer¬ 
ing.”  So,  what  IT  services  markets  does 
Carbone  believe  will  grow  fastest?  “We 
like  the  interface  between  technology  and 
regulation.”  The  hottest  regulation?  “Sar- 
banes-Oxley  offers  a  lot  of  consulting 
models.”  And  while  everyone  seems  to 
be  in  a  lather  about  security,  Carbone  is 
lukewarm  on  the  market  potential  of 
start-up  companies  in  that  arena.  “The 
value  of  security  products  is  still  con¬ 
strained  by  the  cost,”  he  claims.  His 
advice  to  CIOs  looking  at  products  from 
newbie  companies:  Don’t  just  look  at  their 
balance  sheets,  which  are  often  intention¬ 
ally  kept  to  the  bare  bones.  “Call  the 
company’s  VCs  directly.”  Very  often,  he 
says,  they’ll  tell  you  how  much  they  have 
ready  to  invest  in  the  start-up  over  time. 

■  One  start-up  that  claims  to  have 
enough  venture  capital  in  the  bank  to 
last  through  the  end  of  next  year  is 
Kashya  Inc.,  which  hopes  to  be  able  to  add 
to  its  cash  horde  starting  Oct.  1,  when  it 
ships  its  first  product,  the  KBX  4000. 

The  San  Jose-based  company’s  new  ap¬ 
pliance  handles  long-distance  data  repli¬ 
cation  over  IP  networks.  The  lU-tall 
rack-mounted  device  is  based  on  IBM’s 
Linux  servers  but  uses  proprietary 
software  to  back  up  disk  arrays  accord¬ 
ing  to  a  schedule  that  can  be  set  for  real¬ 
time  replication  to  off-hours  backup. 

You  need  to  set  up  two  devices  for  fail¬ 
over  purposes  on  each  end  of  the  data 
replication  process.  The  appliances  work 
with  low-cost  ATA  disk  drives  and  have 
Fibre  Channel  connectors  to  connect 
to  your  storage-area  network.  Pricing 
is  set  according  to  the  amount  of  data 
you  back  up.  I 


San  Diego’s  JM  Corp.  believes 
SANs  should  be  simple,  which  is 
why  its  new  ZStar  line  of  host 
bus  adapters  has  a  Windows- 
style  GUI,  a  dead-simple  config¬ 
uration  tool  a  I  automatic  per¬ 
formance  tuning  for  different 
application  types.  The  adapters 
will  si.  )  for  Windows  at  the  end 
of  the  m  onth  and  for  Linux  by 
December.  Street  pricing  should 
be  about  $800  per  port. 


Proposed  Calif.  Law  Could 
Add  to  Data  Reporting  Burden 


BY  JAIKUMAR  VIJAYAN 

Companies  doing  business 
in  California  may  soon  be  re¬ 
quired  to  keep  detailed  rec¬ 
ords  of  all  the  customer  data 
they  sell  to  third  parties  for 
direct-marketing  purposes. 

If  a  bill  that  was  considered 
by  the  state  Assembly  last  week 
passes,  California  residents  will 
have  the  right  to  ask  companies 
they  deal  with  to  provide  de¬ 
tails  of  any  personal  informa¬ 
tion  sold  to  direct  marketers. 


California’s  proposed  SB  27, 
also  known  as  the  “Shine  the 
Light”  bill,  was  initially  intro¬ 
duced  by  Sen.  Liz  Figueroa  in 
December.  It  was  defeated  in 
the  Assembly  last  month  and 
then  reintroduced  last  week 
with  some  amendments. 

If  passed,  the  bill  could 
prove  “quite  burdensome”  to 
implement,  said  Walter  Janow- 
ski,  an  analyst  at  Gartner  Inc. 

Customer  data  that’s  sold  for 
direct-marketing  purposes  is 


commonly  available  as  lists,  he 
said.  “The  ability  to  query  an 
individual  customer’s  record, 
determine  if  it  is  on  a  particu¬ 
lar  list,  and  track  the  sales  and 
sharing  activity  of  that  list  is 
typically  not  a  functionality 
that  is  at  the  fingertips  of  most 
marketers  today,”  Janowski  said. 

In  principle,  the  bill  is  a  pos¬ 
itive  step  for  consumers,  said 
Michael  Overly,  a  partner  at 
Foley  &  Lardner,  a  Los  Ange¬ 
les  law  firm. 

“Imposing  an  obligation  on 
companies  to  track  this  sort  of 
data  is  a  great  idea,  there’s  no 
doubt  about  it,”  Overly  said. 
“But  it  is  going  to  be  incredi¬ 


bly  costly  policing  the  law.” 

Louis  Mastria,  director  of 
public  and  international  affairs 
at  the  Direct  Marketing  Asso¬ 
ciation  in  New  York,  last  week 
said  his  organization  is  strong¬ 
ly  opposed  to  the  bill.  The 
DMA  already  has  strict  guide¬ 
lines  relating  to  the  manner  in 
which  personal  information  is 
used  by  member  companies, 
so  the  proposed  legislation  is 
unnecessary,  he  claimed.  I 


IS  THERE  A  PATTERN  HERE? 

For  coverage  of  other  privacy-related  devel¬ 
opments  in  California,  visit  our  Web  site 
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Bill  Joy  Leaving  Sun 

After  more  than  20  years  at  Sun 
Microsystems  Inc.,  co-founder 
and  Chief  Scientist  Bill  Joy  was 
leaving  the  company,  Sun  an¬ 
nounced  last  week.  Joy  was  the 
leading  designer  of  some  of  Sun’s 
key  technologies,  including  So¬ 
laris  software,  Sparc  micro¬ 
processors  and  Java  technology. 
“I  have  decided  the  time  is  now 
right  for  me  to  move  on  to  differ¬ 
ent  challenges,”  Joy  said  in  a 
statement. 


EDS  Inks  S426M 
Outsourcing  Deal 

Heating  and  air  conditioning 
equipment  manufacturer  York  In¬ 
ternational  Corp.  in  York,  Pa.,  has 
signed  a  10-year,  $426  million  IT 
outsourcing  deal  with  Electronic 
Data  Systems  Corp.  Plano,  Texas- 
based  EDS  will  take  over  “a  good 
majority”  of  York’s  IT  infrastruc¬ 
ture  management,  including  its 
PCs,  global  network,  servers  and 
e-mail  system,  EDS  said.  An  un¬ 
specified  number  of  York  IT  em¬ 
ployees  will  transfer  to  EDS. 


Server  Vendors 
Aim  for  Standards 

A  group  of  server  vendors  led  by 
Intel  Corp.  will  launch  an  effort 
to  standardize  the  building  and 
management  of  blade  and  rack 
servers  this  week  at  the  Intel  De¬ 
veloper  Forum  in  San  Jose.  Initia¬ 
tive  members,  which  include  Dell 
Inc.,  Hewlett-Packard  Co.  and 
IBM,  plan  to  develop  common  ap¬ 
plication  programming  interfaces, 
hardware  interconnects  and  sizes 
for  the  high -density  servers,  in¬ 
dustry  sources  said. 


Short  Takes 

China’s  RED  FLAG  LINUX  SOFT¬ 
WARE  CO.  is  preparing  to  release 
an  English-language  version  of  its 
Red  Flag  Desktop  4.0  operating 
system _ Neil  Day  left  his  posi¬ 

tion  as  CIO  at  WALMART.COM  to 
become  chief  technical  officer  at 
Mountain  View,  Calif.-based  soft¬ 
ware  vendor  VELOSEL  CORP. 


Continued  from  page  1 

Windows 

closed  several  ports  that  could 
be  exploited  in  an  attack. 

“I  think  it’s  critical  that  peo¬ 
ple  patch  immediately  when  a 
new  update  comes  out,”  said 
David  Krauthamer,  director 
of  information  systems  at  Ad¬ 
vanced  Fibre  Communications 
Inc.  in  Petaluma,  Calif.  The 
telecommunications  equip¬ 
ment  manufacturer  used 
Microsoft’s  automated  Secu¬ 
rity  Update  Services  to  down¬ 
load  and  patch  more  than  200 
servers  against  the  new  flaws 
last  week. 

The  holes  exist  in  the  re¬ 
mote  procedure  call  (RPC) 
protocol  used  by  the  Windows 
operating  system.  Two  of 
them  are  buffer  overrun  vul¬ 
nerabilities  that  could  allow 
an  attacker  to  take  full  admin¬ 
istrative  control  of  a  victim’s 
system.  An  attacker  who  ex¬ 
ploited  these  flaws  would  be 


WHAT  TO  DO 


Protection  Plan 

INSTALL  the  patch  provided 
with  Microsoft  security  bulletin 
MS03-039. 

EMPLOY  these  temporary 
work-arounds  if  necessary: 

■  Disable  DCOM  on 
all  affected  machines 

|  ■  Block  UDP  Ports  135, 137, 

£  138, 445  and  TCP  Ports  135, 

§  139, 445, 593  at  the  firewall 

o: - 

§  ■  Disable  COM  Internet 

o  Services  and  RPC  over  HTTP 

3 

O  .■■■  .  .  ,  '  •  .  , 

able  to  take  a  variety  of  ac¬ 
tions,  including  installing  ma¬ 
licious  programs,  deleting 
data  or  creating  new  accounts, 
according  to  Microsoft. 

The  third  flaw  is  a  denial- 
of-service  vulnerability  that 
could  allow  RPC  services  to 
hang  and  become  unrespon¬ 
sive,  according  to  Microsoft. 
It’s  not  difficult  to  develop 


exploits  for  the  new  holes, 
said  Max  Caceres,  director  of 
product  management  at  Core 
Security  Technologies,  a  Bos¬ 
ton-based  vendor  of  security 
software  and  services. 

Core  Security  was  able  to 
write  attack  code  capable  of 
compromising  systems  in  the 
manner  described  by  Micro¬ 
soft  in  a  matter  of  hours  after 
the  bulletin  was  announced, 
he  said. 

“In  this  case,  it  was  pretty 
fast  because  the  vulnerabili¬ 
ties  are  very  similar  to  the  last 
one,”  Caceres  said.  “The  attack 
vector  is  exactly  the  same.  The 
only  change  is  in  where  the 
vulnerabilities  exist.” 

“We  always  assume  that  if 
we  can  do  it,  there  are  others 
out  there  who  can  do  it,”  said 
Dan  Ingevaldson,  an  engineer¬ 
ing  manager  with  the  X-Force 
response  team  at  Internet 
Security  Systems  Inc.  (ISS) 
in  Atlanta. 

ISS  was  able  to  develop  an 
exploit  for  the  RPC  vulnera¬ 


bility  used  by  Blaster  within  12 
hours,  using  just  the  informa¬ 
tion  gleaned  from  the  patch 
Microsoft  issued  to  deal  with 
the  flaw. 

With  the  latest  vulnerabili¬ 
ties,  hackers  have  an  existing 
code  base  to  work  with,  secu¬ 
rity  experts  said.  Consequent¬ 
ly,  the  window  of  time  that 
administrators  usually  have 
to  test  and  patch  systems 
before  a  malicious  exploit  is 
crafted  is  going  to  be  smaller 
than  usual,  predicted  Jerry 
Brady,  chief  technology  offi¬ 
cer  at  Guardent  Inc.  in 
Waltham,  Mass. 

“There’s  a  lot  of  exploit  code 
available  for  the  last  RPC  vul¬ 
nerability  that  would  only  re¬ 
quire  very  small  modifica¬ 
tions”  to  be  effective  against 
the  new  flaws,  Brady  said.  I 


FAULTY  PATCH 

A  hole  in  Explorer  that  Microsoft  sup¬ 
posedly  fixed  still  posed  a  threat  last  week: 
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MPE 

Chemical  Corp.  in  Parsippany, 
N.J.  Haeseker,  who  is  involved 
in  the  OpenMPE  effort,  said 
that  although  an  emulator 
could  be  developed  at  some 
point,  he’s  not  planning  on  it 
for  his  e3000  mission-critical 
applications,  such  as  order  pro- 


A  Migrating 

Despite  efforts  to  keep  MPE 
alive,  Joseph  Imbimbo,  vice 
president  of  technology  opera¬ 
tions  at  Tufts  Associated  Health 
Plans  Inc.,  said  he  feels  he  has 
little  choice  but  to  migrate. 

Since  MPE  will  no  longer 
evolve  as  an  operating  system, 
that  may  “create  an  obstacle  for 
us  to  interoperate  with  NT  and 
Unix  or  any  of  the  new  Web 
technologies,”  said  Imbimbo. 

Waltham,  Mass.-based  Tufts 
is  developing  its  migration  plan 
in  collaboration  with  Boston- 
based  Keane  Inc.,  which  man- 


cessing.  But,  he  added,  “if  an 
emulator  were  available  now, 
that  might  be  a  different  story.” 

Similarly,  Eric  Bender,  coor¬ 
dinator  of  computer  services 
at  John  Abbott  College  in  St. 
Anne  De  Bellevue,  Quebec, 
said  he  won’t  consider  an  em¬ 
ulator  in  his  migration  plan¬ 
ning  unless  he’s  convinced  it 
will  be  built. 

“Time  is  running  out,”  said 


ages  Tufts’  e3000  mainte¬ 
nance  and  applications  devel¬ 
opment  at  its  near-shore  facility 
in  Halifax,  Nova  Scotia. 

Even  if  MPE  is  open- 
sourced,  it  still  won’t  help  Tufts, 
Imbimbo  said.  “We  need  to  buy 
products  and  integrate  prod¬ 
ucts  to  maintain  equilibrium 
with  our  competitors,”  he  said. 
“We  can’t  really  get  engaged  in 
trying  to  maintain  operating 
system  software  at  the  same 
time  we’re  trying  to  run  applica¬ 
tions.  It’s  not  our  business.” 

-Patrick  Thibodeau 


Bender,  who  doesn’t  want  to 
be  left  with  unsupported  hard¬ 
ware  past  the  2006  deadline. 
He  wants  his  migration  plan  to 
be  ready  by  next  June. 

Third-party  vendors  remain 
noncommittal.  “No  one  knows 
how  many  customers  will 
be  willing  to  pay  for  it,”  said 
Gavin  Scott,  vice  president  of 
San  Jose-based  Allegro  Consul¬ 
tants  Inc.,  which  is  considering 
building  an  emulator.  He  esti¬ 
mates  that  it  would  cost  $1  mil¬ 
lion  to  $2  million  to  develop 
one,  with  licensing  fees  likely 
to  run  $5,000  to  $10,000.  The 
emulator’s  main  competition 
will  be  previously  owned 
e3000s,  he  said. 

Community  Funding 

If  third-party  vendors  balk  at 
building  an  emulator,  Open¬ 
MPE  may  fund  it,  said  Jon¬ 
athan  Backus,  an  HP  e3000 
consultant  and  chairman  of 
the  Hagerstown,  Md.-based 
user  group. 

“Does  it  make  more  sense 
for  the  community  to  pool  its 
financial  resources  together 
under  the  umbrella  of  Open¬ 
MPE  and  then  have  a  single 
PA-RISC  emulator  created 


that  is  then  owned  by  the 
community?”  asked  Backus. 
That  remains  an  open  ques¬ 
tion  for  the  group,  he  said. 

David  Wilde,  HP’s  e3000 
business  manager,  said  HP  has 
no  current  plans  to  contribute 
funds  to  the  development  of 
an  emulator.  But  he  said  the 
company  is  in  discussions 
with  emulator  developers  “to 
understand  what  resources 
would  be  helpful  as  they  con¬ 
sider  their  business  case.” 

OpenMPE  is  also  urging 
HP  to  approve  a  limited,  open- 
source  model  for  MPE  that 
would  help  users  obtain  bug 
fixes  and  operating  system  en¬ 
hancements  but  allow  only  a 
select  group  of  OpenMPE 
members  to  make  changes  to 
the  source  code. 

However,  HP  is  reluctant  to 
take  an  open-source  ap¬ 
proach,  according  to  Wilde. 
The  company  prefers  instead 
to  allow  selected  business 
partners  to  make  enhance¬ 
ments  to  the  code. 

Regardless  of  the  outcome 
of  that  debate,  Wilde  said  HP 
is  eager  to  hear  from  e3000 
users  and  incorporate  their 
feedback  in  its  planning.  I 
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Microsoft  Launches  Server 
Operating  System  for  Storage 


Tries  to  crack  enterprise  market 


BY  CAROL  SLIWA 

NEW  special  edi¬ 
tion  of  the  Windows 
Server  2003  operat¬ 
ing  system  is  ex¬ 
pected  to  help  Microsoft  Corp. 
play  a  bigger  role  in  address¬ 
ing  the  storage  needs  of  more 
midsize  and  large  companies. 

Windows  Storage  Server 
2003,  which  the  company 
launched  at  last  week’s  Storage 
Decisions  2003  conference  in 
Chicago,  is  the  upgrade  to  soft¬ 
ware  formerly  known  as  Win¬ 
dows  Powered  Network  At¬ 
tached  Storage.  Enterprise  and 
standard  versions  of  the  dedi¬ 
cated  file-and-print  server  will 
be  sold  by  hardware  vendors 
such  as  Dell  Inc.,  EMC  Corp. 
and  Hewlett-Packard  Co.  as 
part  of  their  storage  offerings. 

Last  year,  Windows-based 
network-attached  storage 
(NAS)  products  commanded 
38%  of  the  market  in  units 
purchased,  but  they  captured 
only  15%  of  the  total  revenue, 
according  to  Gartner  Inc.  ana¬ 
lyst  Pushan  Rinnen.  Those  fig¬ 
ures  reflect  Microsoft’s  solid 
presence  in  small  companies 
and  in  the  departments  and 
branch  offices  of  large  corpo¬ 
rations,  as  well  as  its  difficulty 
in  cracking  the  dominance  of 
Network  Appliance  Inc.  and 
EMC  at  the  enterprise  level. 

“We  haven’t  been  a  big  play- 


Correction 

A  STORY  THAT  WAS  part  of  a 
feature  on  tape  storage  in  the 
Sept.  1  Technology  section 
(“Choosing  the  Right  Format") 
incorrectly  identified  Bob  Ama- 
truda  as  an  analyst  at  Freeman 
Reports  in  Ojai,  Calif.,  and  mis¬ 
takenly  attributed  comments  to 
him.  The  comments  were  made 
by  Bob  Abraham  of  Freeman 
Reports.  Amatruda  works  at 
IDC  in  Framingham.  Mass. 


er  in  storage,”  acknowledged 
Charles  Stevens,  a  vice  presi¬ 
dent  in  Microsoft’s  enterprise 
storage  division.  He  said  that 
Microsoft  is  still  mainly  a  ven¬ 
dor  with  a  “general-purpose 
platform”  but  that  the  compa¬ 
ny  is  gaining  traction  among 
users  looking  to  consolidate  to 
storage  servers  to  reduce  costs 
and  management  needs,  espe¬ 
cially  if  they  have  remote  of¬ 
fices  with  limited  IT  support. 

Analysts  said  they  expect 
Microsoft  to  start  making  in¬ 
roads  at  more  companies  be¬ 
cause  of  Windows  Storage 
Server  2003’s  performance  im¬ 
provements,  fail-over  cluster¬ 
ing  capabilities  and  useful 


Windows-based 
smart  phones  aimed 
at  corporate  users 

BY  BOB  BREWIN 

Motorola  Inc.  and  Microsoft 
Corp.  this  week  will  announce 
plans  to  cooperate  on  the  de¬ 
velopment  of  cellular  phones 
based  on  the  Windows  Mobile 
2003  operating  system,  with 
mobile  carriers  in  the  U.S.,  Eu¬ 
rope  and  Asia  due  to  start  sell¬ 
ing  the  devices  next  month. 

Schaumburg,  Ill.-based 
Motorola  is  aiming  the  first 
of  the  so-called  smart  phones 
that  will  result  from  its  new 
partnership  with  Microsoft 
directly  at  corporate  applica¬ 
tions  involving  mobile  end 
users,  said  Michael  Tatelman, 
vice  president  of  Motorola’s 
mobile  products  group. 

AT&T  Wireless  Services 
Inc.  in  Redmond,  Wash.,  has 
agreed  to  sell  the  MPx200 
smart  phone  in  the  U.S.,  and 


new  features,  such  as  the  Vol¬ 
ume  Shadow  Copy  Service 
and  the  Virtual  Disk  Service. 

The  Virtual  Disk  Service 
provides  a  standard  way  to  in¬ 
terface  with  storage  devices, 
from  direct-attached  storage 
to  storage-area  networks,  and 
simplifies  the  configuration  of 
disks.  Volume  Shadow  Copy 
Service  lets  users  take  a  snap¬ 
shot  of  files  at  a  point  in  time. 

Disk-to-Disk  Backup 

Julian  Morris,  a  senior  vice 
president  and  director  of  IT  at 
Draft  Worldwide  Inc.,  said  the 
Chicago-based  marketing  ser¬ 
vices  agency  is  testing  HP 
Storage  Works  NAS  2000s  with 
Windows  Storage  Server  2003 
for  disk-to-disk  backup.  Since 


disk  costs  have  declined,  the 
company  plans  to  keep  30 
days  of  information  available 
through  online  backup  so  IT 
administrators  can  restore 
files  within  minutes,  he  said. 

In  the  past,  the  company  re¬ 
tained  only  a  week’s  worth  of 
tapes  on-site  for  disaster  re¬ 
covery  purposes,  and  anyone 
needing  a  file  from  an  older 
backup  tape  had  to  wait  two  to 
four  hours  to  get  it  from  the 
off-site  storage  facility.  Plus, 
network  engineers  had  to  be 
on-site  to  load  tapes  and  re¬ 
store  files. 

Morris  said  the  combination 
of  HP’s  management  tools  and 
Microsoft’s  new  Windows 
Storage  Server  Web  interface 
will  make  it  easier  for  IT  ad- 


Microsoft’s  Mobile  Phone  Software 
Gets  Boost  From  Deal  With  Motorola 


London-based  Orange  SA  will 
offer  it  to  users  in  the  U.K., 
Tatelman  said.  He  added  that 
other  carriers  in  Europe  and 
in  Hong  Kong  also  plan  to 
make  the  phone  available  to 
their  subscribers. 

Ken  Pasley,  director  of  wire¬ 
less  systems  development  at 
FedEx  Corp.  in  Memphis,  said 
he’s  not  surprised  that 
Motorola  and  Microsoft 
have  teamed  up  to  de¬ 
velop  smart  phones. 

FedEx  last  year  start¬ 
ed  deploying  to  its 
couriers  a  handheld 
computer  called  the 
PowerPad  that  is  made 
by  Motorola  and  based 
on  the  Pocket  PC  oper¬ 
ating  system,  which 
Microsoft  has  rebrand¬ 
ed  as  Windows  Mobile 
2003.  Pasley  said  he 
views  Windows-pow¬ 
ered  phones  as  a  logi¬ 
cal  extension  for  the 
two  vendors. 


The  announcement  with 
Motorola  ups  the  stakes  in  the 
battle  between  Microsoft  and 
London-based  Symbian  Ltd. 
for  dominance  in  the  mobile 
phone  operating  system  mar¬ 
ket,  said  Sam  Bhavnani,  an  an¬ 
alyst  at  ARS  Inc.  in  La  Jolla, 
Calif.  Symbian  is  backed  by  a 
consortium  of  mobile  phone 
makers,  including 
Nokia  Corp.,  Psion 
PLC  and  Sony  Erics¬ 
son  Mobile  Communi¬ 
cations  AB. 

Illustrating  the 
competitive  wran¬ 
gling  that’s  taking 
place,  the  deal  be¬ 
tween  Microsoft  and 
Motorola  was  dis¬ 
closed  just  two  weeks 
after  Motorola,  which 
helped  found  Sym¬ 
bian  five  years  ago, 

<  MOTOROLA’S  smart 
phones  will  use 
Windows  Mobile  2003. 


^•Lr-NEW  FEATURES 


for  high-fidelity  backups  and 
rapid  data  restores 

Improved  file-serving  - 
performance 
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iSCSI  support 
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ministrators  to  remotely  man¬ 
age  file  restoration,  and  new 
Volume  Shadow  Copy  features 
will  let  end  users  restore  their 
own  files  without  IT’s  help. 

Performance  will  also  im¬ 
prove,  Morris  said.  Draft 
Worldwide  needs  six  hours 
to  back  up  38GB  of  data  using 
its  tape  backup  library  equip¬ 
ment.  Using  the  NAS  device  as 
an  online  backup,  it  can  be 
done  in  four  hours,  he  said.  fc 


abruptly  backed  out  of  the 
ownership  consortium  and 
sold  its  interest  to  Nokia  and 
Psion  [QuickLink  40975]. 

Bhavnani  called  the  Motoro¬ 
la  deal  “a  huge  win”  for  Micro¬ 
soft  and  said  the  agreement 
helps  legitimize  Windows 
Mobile  2003,  which  was  re¬ 
leased  in  June.  But  Symbian 
and  Nokia  remain  the  clear 
leaders  in  the  worldwide  mo¬ 
bile  phone  market,  he  added. 

Gartner  Inc.  predicted  that 
Nokia  will  account  for  about 
34%  of  worldwide  mobile 
phone  shipments  this  year  and 
that  Motorola  will  be  in  sec¬ 
ond  place,  with  a  14%  share. 

Motorola  will  continue  to 
sell  phones  based  on  Symbian’s 
software,  but  Tatelman  said  the 
use  of  Windows  Mobile  2003 
will  let  the  company  develop 
“office-centric”  phones  for  cor¬ 
porate  users.  He  noted  that  the 
MPx200  device  will  let  mobile 
workers  synchronize  phone- 
based  e-mail,  calendar  and 
contact  databases  with  back¬ 
end  Microsoft  Office  and  Out¬ 
look  systems.  The  phone  also 
includes  32MB  of  internal 
storage  space  and  an  optional 
1GB  Secure  Digital  card.  ► 
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RealTime  Data  Demand 
Challenges  Energy  CIOs 


Proposed  federal 
rules,  market  shifts 
require  IT  changes 


BY  THOMAS  HOFFMAN 

BROOMFIELD.  COLO. 


W 


idespread  mar¬ 
ket  changes  and 
proposed  feder¬ 
al  mandates  are 
putting  new  burdens  on  IT 
managers  at  U.S.  power  com¬ 
panies  to  deliver  real-time  fi¬ 
nancial  and  operational  data  to 
corporate  executives,  as  well 
as  to  customers,  regulators  and 
key  business  partners. 

But  many  IT  departments 
face  obstacles  in  meeting  such 
demands.  The  challenges  in¬ 
clude  high  costs,  tight  dead¬ 
lines  and  organizational  iner¬ 
tia,  according  to  CIOs  and  ana¬ 
lysts  at  Meta  Group  Inc.’s  2003 
Energy  Information  Strategies 
conference  here  last  week. 

For  instance,  the  Federal  En¬ 
ergy  Regulatory  Commission 
has  proposed  a  mandate  called 
the  Standard  Market  Design 
in  an  effort  to  create  a  more 
competitive  national  whole¬ 
sale  market  for  electricity.  The 
FERC  proposal,  which  was  is¬ 
sued  in  July  2002  and  modi¬ 
fied  in  April,  is  being  consid¬ 
ered  by  Congress  as  part  of  a 
sweeping  energy  bill. 

But  one  of  the  problems 
with  the  proposed  rules  is  that 
the  business  executives  who 
helped  craft  them  didn’t  go  far 
enough  in  communicating 
with  their  IT  departments  “to 
understand  what  the  IT  rami¬ 
fications  are,”  said  Dennis 
Fishback,  CIO  at  Calpine 
Corp.,  a  San  Jose-based  com¬ 
pany  that  operates  power 
plants  and  offers  a  mix  of 
power-generation  services. 

Mark  Griffin,  chief  operating 
officer  at  Midwest  Indepen¬ 
dent  System  Operator  Inc.  in 
Carmel,  Ind.,  said  the  ISO 
expects  to  invest  between 
$120  million  and  $130  million 
over  the  next  few  years  on  new 
technologies  and  professional 


services  to  help  “refit”  existing 
systems  to  meet  the  market  re¬ 
structuring  requirements. 

ISOs  administer  the  whole¬ 
sale  electricity  markets  in  in¬ 
dividual  states  or  regions  of 
the  U.S.  The  tab  for  New  York 
Independent  System  Operator 
Inc.  to  modify  its 
applications  is  ex¬ 
pected  to  reach 
about  $100  million, 
said  Kenneth  Fell, 

CIO  at  the  not-for- 
profit  company  in 
Guilderland,  N.Y. 

The  FERC  proposal,  which 
would  require  companies  to 
settle  energy  transactions 


ANOTHER  LOOK 

Cost  pressures  make  IT 
outsourcing  more  attractive: 
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more  quickly,  is  expected  to 
force  power  generators  and 
distributors  to  expand  their 
investments  in  collaborative 
technologies  such  as  enter¬ 
prise  application  integration 
(EAI)  software,  Web  services 
and  Internet  portals,  said  Ter¬ 
ry  Ray,  an  analyst 
at  Meta  Group. 

The  mandate  also 
would  drive  further 
investments  in  ana¬ 
lytical  software  and 

_  data  warehouses  to 

help  energy  compa¬ 
nies  “sense  and  respond”  faster 
to  changing  market  conditions, 
said  Rick  Nicholson,  director 


of  Meta  Group’s  energy  con¬ 
sulting  practice. 

But  the  difficulty  of  comply¬ 
ing  with  evolving  market  re¬ 
quirements  extends  beyond 
technical  challenges.  IT  man¬ 
agers  at  the  conference  point¬ 
ed  out  that  they  often  have  to 
be  the  instigators  of  real-time 
data  delivery  projects  and 
couch  them  in  business  terms 
to  convince  senior  manage¬ 
ment  of  their  importance. 

Gene  Zimon  said  that  before 
he  became  CIO  at  Boston- 
based  electric  and  gas  utility 
NStar  two  years  ago,  EAI  “was 
sold  as  a  technology  effort, 
and  it  didn’t  fly.”  Zimon  has 
since  emphasized  the  business 
case  for  EAI  investments,  in¬ 
cluding  the  ability  for  senior 
executives  to  view  daily  per¬ 
formance  information  through 
a  Web  portal  that  NStar’s  IT 
team  is  developing.  I 


Action  Items 

Conference  attendees  said 
energy  industry  CIOs  should: 

■  Challenge  vendors  to  deliver 
technologies  that  can  meet 
mandates  for  taster  and  more 
frequent  deliveries  of  transaction 
data  to  end  users. 


■  Work  closely  with  business 
executives  to  identify  informa¬ 
tion  that  has  to  be  made  available 
quickly  and  applications  where 
latency  is  permitted. 

■  Develop  data  analysis  mech¬ 
anisms  to  help  business  units 
react  quickly  to  economic  and 
regulatory  changes. 

■  Educate  senior  management 

about  the  business  improve¬ 
ments  that  could  be  produced 
by  IT  investments. 


E-mail  Recovery  Options  Increase 

E-mail  seen  as  a 
critical  system  for 
some  businesses 


BY  TODD  R.  WEISS 

The  increasingly  business- 
critical  nature  of  e-mail  is 
prompting  some  companies  to 
take  backup  measures  specifi¬ 
cally  designed  to  retain  access 
to  their  e-mail  systems  in  the 
event  of  a  disaster. 

Reinsurance  company  Max 
Re  Ltd.  in  Hamilton,  Bermuda, 
had  taken  such  measures  be¬ 
fore  Hurricane  Fabian  hit  the 
island  earlier  this  month.  And 
online  business  publication 
Forbes.com  in  New  York  was 
prepared  when  the  massive 
blackout  struck  the  Northeast 
last  month.  But  the  two  com¬ 
panies  took  dramatically  dif¬ 
ferent  approaches  to  the 
problem. 

Max  Re  took  a  bare-bones, 
software-centric  route,  using 
the  Emergency  Messaging  Sys¬ 
tem  (EMS)  backup  application 
from  Austin-based  Message- 
One  Inc.  The  software  enabled 
the  company  to  set  up  backup 
e-mail  capabilities  for  52  users 
in  only  a  few  hours,  said  Kevin 
Lohan,  vice  president  of  tech¬ 


nology  and  systems  at  Max  Re. 

“Fabian  came  in  at  quite  an 
inopportune  moment,”  Lohan 
said,  noting  that  the  company 
was  still  several  months  away 
from  fully  plotting  its  disaster 
recovery  strategy. 

Max  Re  is  setting  up  a  disas¬ 
ter  recovery  system  in  its 
Dublin  offices  for  redundancy. 
But  even  when  it’s  completed, 
the  system  will  take  12  to  24 
hours  to  go  live  in  an  emer¬ 
gency,  Lohan  said.  While  Max 


E-Mail  Ba  ;kup 


Two  approaches  to  retaining 
e-mai!  access  in  an  emergency. 


MessageOi  i< 


Software-based  hosted  service 

Contact  lists  and  addresses 
backed  up 

No  dedicated  hardware  required 
Relatively  low  cost 


Evergreen  Assurance 


Hosts  dedicated  redundant 
e-mail  servers 

Full  access  to  old  mail 

Contact  lists  and  addresses 
backed  up 

Relatively  high  cost 


Re’s  other  critical  business  sys¬ 
tems  might  be  able  to  wait  that 
long,  e-mail  has  to  be  back  up 
much  faster,  Lohan  said. 

MessageOne  EMS  is  Linux- 
based  software  that  backs  up 
users’  address  books,  contact 
lists  and  other  critical  informa¬ 
tion  to  provide  instant  access 
in  an  emergency  if  the  main 
e-mail  system  goes  down,  said 
Mike  Rosenfelt,  a  MessageOne 
spokesman.  That  data  is  host¬ 
ed  on  MessageOne’s  servers 
and  can  be  accessed  from  any 
Internet-connected  PC. 

The  service  doesn’t  back  up 
old  e-mail,  cutting  expenses 
for  storage  and  bandwidth. 

“It’s  a  life-support  system  until 
you  can  go  to  recovery,”  said 
Rosenfelt.  Pricing  for  EMS 
runs  between  80  cents  and  $8 
per  user  per  month,  depend¬ 
ing  on  the  number  of  users. 

Forbes.com,  meanwhile, 
uses  Microsoft  Exchange  back¬ 
up  services  from  Evergreen 
Assurance  Inc.  in  Annapolis, 
Md.  Its  hardware-based  ap¬ 
proach  provides  full  backup  of 
all  old  messages,  as  well  as  ad¬ 
dress  books  and  contact  lists. 

Evergreen  uses  dedicated 
servers  that  activate  in  15  min¬ 
utes  following  a  service  out¬ 


age.  These  redundant  e-mail 
servers  reside  in  an  Evergreen 
data  center. 

“Our  customers  are  de¬ 
manding  that  they  have  access 
to  both  their  [old  e-mail]  and 
their  [current  e-mail]  applica¬ 
tions,”  said  company  founder 
Michael  Mulholland. 

Michael  Smith,  chief  tech¬ 
nology  officer  at  Forbes.com, 
said  his  85  users  had  e-mail  ca¬ 
pability  almost  immediately 
after  the  blackout  hit. 

Evergreen’s  fees  begin  at 
about  $5,000  monthly  for  250 
users  and  can  be  up  to  $30,000 
monthly  for  5,000  users. 

But  both  approaches  may  be 
overkill  for  some  users,  said 
Mike  Gotta,  an  analyst  at  Meta 
Group  Inc.  in  Pleasanton, 

Calif.  “I’m  not  denying  that 
e-mail  is  critical  communica¬ 
tion,  but  so  is  the  telephone,” 
Gotta  said. 

For  marketing  companies  or 
communications  businesses, 
where  “the  bloodstream  is  in¬ 
formation,”  there’s  a  reason¬ 
able  need,  he  said.  But  for 
manufacturing  companies, 
getting  factories  up  and  run¬ 
ning  quickly  is  likely  to  be 
more  critical,  Gotta  said. 

“I’m  just  not  sure  that  I’m  in 
the  camp  that  I  can  only  con¬ 
duct  my  business  if  I  can  get 
my  e-mail  back  up,”  he  said.  I 
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U  R  V  E  Y 
BEST  OPERATING  SYSTEM 

*  1  Microsoft  Windows  Server  2003 

2  Red  Hat  Linux  8.0 

3  Mac  OS  X  10.2 

best  ENTERPRISE  application 

1  Microsoft  Office  2003 

2  Oracle  E-Business  Suite  Hi 

3  Microsoft  Project  2002 

BEST  COLLABORATION  PRODUCT 

.  ,  Microsoft  Exchange  Server  2003 

2  SuSE  Linux  Openexchange  Server 

3  IBM/Lotus  Notes  6  and  Dommo  6 

favorite  vendor 

*  i  Microsoft 

2  Apple  Computer 

3  IBM 
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Trust  the  opinion  that  matters.  Yours.  InfoWorld  surveyed  more  than  1,000  readers  and  the  mesjsS 
was  clear:  Microsoft  is  the  top  provider  of  software  and  services  in  several  key  enterprise  areas.  To  see  how  .  ' 
these  products  can  work  for  you  or  to  view  the  full  survey  results,  go  to  microsoft.com/infoworldawards  .  u/ 
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Microsoft  Agrees  to  Settle 
Suit  by  Former  Rival  Be 


Digital  Document 
Security  and  IT: 
Everything  you 
need  to  know. 

Qt  What  are  the  most  significant 
•  digital  copier  security  issues? 

A#  Various  copier  print  controllers 
•  are  actually  servers  that  queue 
and  permanently  store  multiple 
document  files,  providing  administrator 
access  to  the  documents.  At  a 
minimum,  most  digital  copiers  retain 
the  last  document  processed;  some 
even  retain  multiple  documents 
totaling  hundreds  of  pages.  Others 
redirect  print  jobs  when  the  printer  is 
busy  or  jammed,  making  "denial  of 
service"  attacks  possible. 

Qt  How  does  Sharp  protect  the 
•  network  interface? 

The  Sharp  Ethernet  card  allows 
•  administrators  to  restrict 
access  and  disable  unnecessary 
protocols.  With  this  network  card,  the 
Sharp  digital  copier  is  essentially 
protected  by  its  own  firewall. 

How  can  you  be  sure  that 
•  security  products  actually 
perform  as  claimed? 

A#  The  Common  Criteria 

•  program — administered  by 
the  U.S.  National  Security  Agency  and 
the  National  Institute  of  Standards 
and  Technology — evaluates  security 
solutions.  Products  that  are  validated 
under  the  program  meet  security 
levels  consistent  with  ISO  1 5408 
methodology. 

Q#  How  can  Sharp  improve  IT 
•  security? 

A#  Sharp  offers  print  privacy 
•  solutions  designed  to  restrict 
unauthorized  personnel  from  seeing 
confidential  materials.  Copier  access 
can  be  controlled  and  monitored, 
while  documents  retained  in  printer/ 
copier/scanner/fax  memory  are 
immediately  cleared  to  eliminate 
unauthorized  access. 


sharpusa.com 
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BeOS  fans  look  to 
re-create  discontinued 
PC  operating  system 

BY  PATRICK  THIBODEAU 

Microsoft  Corp.  last  week  said  it  will 
pay  $23.3  million  to  settle  an  antitrust 
lawsuit  filed  last  year  by  now-defunct 
rival  Be  Inc.  But  the  deal  might  not  be 
the  last  hurrah  for  Be’s  operating  sys¬ 
tem  if  some  determined  developers 
succeed  in  re-creating  the  software. 

In  its  February  2002  lawsuit,  Moun¬ 
tain  View,  Calif.-based  Be  alleged  that 
Microsoft  had  entered  into  anticom¬ 
petitive  agreements  with  PC  makers, 
effectively  blocking  Be’s  efforts  to  have 
its  operating  system  sold  alongside 
Windows  on  systems. 

Microsoft  denied  the  charges,  and  it 
didn’t  admit  to  any  wrongdoing  as  part 
of  the  agreement  to  settle  the  lawsuit, 
which  was  filed  in  U.S.  District  Court 


Content  management 
software  could  help 
extend  life  of  transports 

BY  TODD  R.  WEISS 

The  U.S.  Marine  Corps  is  working  with 
content  management  software  vendor 
Enigma  Inc.  in  an  effort  to  streamline 
maintenance  and  repair  work  on  about 
770  light  armored  vehicles  (LAV)  that 
are  designed  for  battlefield  use. 

The  Burlington,  Mass.-based  compa¬ 
ny  last  week  said  the  Marines  plan  to 
use  its  Enigma  3C  Platform  software  to 
develop  a  series  of  interactive  techni¬ 
cal  manuals  so  LAV  crews  can  diag¬ 
nose  problems  and  make  in-the-field 
repairs  to  their  vehicles. 

The  electronic  manuals  will  provide 
online  access  to  service  information 
and  parts  catalogs  for  all  eight  LAV 
models  used  by  the  Marine  Corps, 
Enigma  said.  In  addition,  the  software 
will  be  linked  to  onboard  diagnostics 
and  configuration  management  sys¬ 
tems,  as  well  as  parts-ordering  and  in¬ 
ventory  management  applications.  The 
company  said  those  links  will  let  the 
Marines  stockpile  spare  parts  for  the 
LAVs  and  then  rapidly  deliver  them  to 
vehicle  crews  as  needed. 


in  Baltimore.  The  settlement  terms, 
other  than  the  payment  amount,  will 
remain  confidential,  Microsoft  said. 

But  BeOS,  which  was  noted  for  its 
ability  to  handle  multimedia  applica¬ 
tions  on  desktop  PCs,  hasn’t  been  en¬ 
tirely  forgotten.  About  30  developers 
are  trying  to  re-create  the  features  of 
the  operating  system  through  reverse 
engineering,  in  order  to  let  users  run 
third-party  applications  written  for 
BeOS.  The  initiative,  called  OpenBeOS, 
is  a  volunteer  effort,  participants  said. 

“This  is  about  the  love  of  the  tech¬ 
nology  —  it’s  about  wanting  to  work 
on  an  operating  system  that  doesn’t 
make  me  miserable,”  said  Michael 
Phipps,  a  Rochester,  N.Y.-based  devel¬ 
oper  who  is  heading  OpenBeOS. 

About  two-thirds  of  the  work  has 
been  completed,  and  the  first  version 
of  the  reborn  system  should  be  fin¬ 
ished  next  year,  Phipps  said.  He  added 
that  for  trademark  reasons,  the  group 


Enigma’s  software  is  being  installed 
as  part  of  a  Marine  Corps  program  to 
extend  the  life  of  the  existing  LAV  fleet 
to  2015  through  improved  maintenance 
and  record  keeping.  Marine  Corps  offi¬ 
cials  declined  to  discuss  the  deploy¬ 
ment  of  the  the  technology  on  the  ve¬ 
hicles,  which  are  used  to  transport  sol¬ 
diers  and  equipment. 

But  John  Snow,  vice  president  of 
marketing  at  Enigma,  said  the  software 
will  enable  a  typical  three-man  LAV 
crew  to  do  maintenance  work  by  using 
a  visual  guide  on  a  laptop  PC  or  other 


U.S.  MARINES  drive  light  armored 
vehicles  o  of  a  Navy  landing  craft. 


plans  to  change  the  software’s  name. 

Be’s  technology  assets  and  intellec¬ 
tual  property  were  bought  by  handheld 
device  vendor  Palm  Inc.  in  late  2001. 
That  company’s  PalmSource  Inc.  oper¬ 
ating  system  subsidiary  in  Sunnyvale, 
Calif.,  last  week  declined  to  discuss  its 
plans  for  using  the  BeOS  code. 

BeOS  never  achieved  a  measurable 
market  share  percentage,  “but  it’s  not 
to  say  there  are  no  users,”  said  A1 
Gillen,  an  analyst  at  IDC  in  Framing¬ 
ham,  Mass.  “There  was  a  user  commu¬ 
nity  for  BeOS,  and  they  were  very  sup¬ 
portive  of  the  environment.” 

Among  those  users  is  Mark  Shier, 
who  operates  a  business  called  Gauk- 
ler  Medieval  Wares  in  Victoria,  British 
Columbia,  that  sells  jewelry  and  me¬ 
dieval  artifacts  via  the  Web.  Shier  con¬ 
tinues  to  rely  on  BeOS  and  Web  devel¬ 
opment  tools  that  were  written  for  the 
operating  system.  “I  like  the  respon¬ 
siveness,  speed,  lack  of  crashing  and 
lack  of  viruses,”  he  said.  I 
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computing  device.  The  guide  will  in¬ 
clude  repair  instructions  that  can  be 
tailored  to  the  mechanical  skills  of  in¬ 
dividual  end  users,  he  added. 

The  Marine  Corps  hopes  to  start 
rolling  out  the  software  early  next  year, 
Snow  said.  The  project  includes  the 
use  of  content  from  about  18,000  pages 
of  LAV  documentation,  including  70 
manuals  and  parts  catalogs. 

The  cost  of  the  multiyear  deal  will 
be  in  the  “high  six  figures,”  according 
to  Enigma.  In  addition  to  having  the 
software  installed,  many  of  the  existing 
LAVs  will  be  upgraded  with  new  sen¬ 
sors  that  can  monitor  vehicle  functions 
and  transmit  data  to  diagnostic  systems. 

Pricing  for  the  Enigma  3C  Platform 
starts  at  $200,000.  Snow  said  Enigma 
also  markets  the  software  to  corporate 
users,  such  as  process  manufacturers 
and  utilities,  for  managing  mainte¬ 
nance  of  vehicle  fleets. 

Marc  McCluskey,  an  analyst  at  AMR 
Research  Inc.  in  Boston,  said  software 
like  Enigma’s  can  help  simplify  the 
process  of  maintaining  and  repairing 
critical  equipment.  “It  provides  you 
with  a  way  to  get  access  to  the  [mainte¬ 
nance]  information  very  quickly,”  he 
said.  “Things  break,  and  you  want  to 
be  able  to  get  them  back  quickly.”  I 


Marines  Enlist  Enigma’s  Tools  for  Vehicle  Maintenance 


^Trends  in  Proprietary  Information  Loss  Survey  (ASIS  2002).  02003  Sharp  Electronics  Corporation. 

How  secure  is  your  digital  information? 


Protect  your  information  with  the  Data  Security 
Kit  from  Sharp.  Financial  facts,  personnel  records, 
customer  lists:  networked  copiers/printers  process 
sensitive  information  every  day.  Unfortunately,  their 
hard  drives  can  also  be  accessed  via  the  network, 
contributing  to  $60  billion  worth  of  information 
theft  every  year.*  To  protect  this  weak  link  in  your 


Common  Criteria 


corporate  security,  we've  created  our  Data  Security 
Kit.  It's  the  first  copier  and  printer  protection  to 
be  validated  by  Common  Criteria,  a  government- 
sponsored  program,  and  it's  available  only  with 
our  Digital  IMAGER™  series  of  copiers/printers. 
Sharp's  Data  Security  Kit.  Enhanced  information 
protection  at  your  fingertips,  sharpusa.com/security 
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Riding  the  Offshore  Wave 


WRITING  A  PRACTICAL,  resource- 
rich  Offshore  Buyer’s  Guide  on  out¬ 
sourcing  is  asking  for  trouble  these 
days.  By  devoting  so  much  of  this  is¬ 
sue  to  offshoring  (with  stories  starting  on  page  25 


and  additional  exclusives 
online  at  QuickLink 
a3600),  we’re  priming  the 
pump  for  a  flood  of  angry 
e-mails  from  unemployed 
programmers,  software 
engineers  and  other  IT 
workers  who  are  experi¬ 
encing  firsthand  the 
frightening  downside  of 
what  Gartner  calls  an  “ir¬ 
reversible  megatrend.” 

But  our  sympathy  for 
their  plight  doesn’t  make 
a  dent  in  the  reality  that  most  CIOs 
and  senior  IT  managers  face  today. 
Their  painful  paradox  is  having  to  cut 
IT  costs  while  stepping  up  services 
or  delivering  better  business  capabil¬ 
ities.  Offshore  outsourcing  is  how 
they’re  doing  it,  regardless  of  how 
politically  unpopular  or  career- 
wrenching  it  may  be. 

Our  industry  is  caught  in  the  pow¬ 
erful  undertow  of  a  worldwide  indus¬ 
trialization  of  IT,  where  some  once 
highly  prized  software  skills  are  now 
commoditized  and  where  standard¬ 
ized  transactions  can  be  easily  proc¬ 
essed  on  a  global  basis.  Ignoring  low- 
cost  labor  for  high-quality  work  is  im¬ 
possible.  Sheerly  technical  skills  were 
once  the  most  prized  assets  in  IT,  but 
the  game  has  moved  on  to  those  with 
business  process  analysis  and  project 
management  skills. 

Yet  in  talking  with  executives  who 
are  involved  in  offshore  projects,  I’ve 
never  encountered  one  who  didn’t  go 
reluctantly  into  the  decision.  Or  one 
who  wasn’t  justifiably  worried  about 
job  losses,  language  barriers,  security 
problems  and  loss  of  control. 

Instead  of  lamenting  the  harsh  re¬ 
alities,  we’re  opting  with  this  report 
to  help  manage  the  change.  It’s  a 
complex  and  risky  business,  this 
global  juggling  of  IT  projects.  It’s  also 


MARYFRAN  JOHNSON  is 

editor  in  chief  of  Camput- 
erworld.  You  can  contact 

her  at  maryfranjohnson® 
computerworld.com. 


a  fiercely  competitive 
market  and  more  than  a 
little  overwhelming  for 
many  organizations.  By 
producing  a  country-by- 
country  guide  to  out¬ 
sourcing  strengths  and 
weaknesses,  we  hope  to 
fill  in  a  huge  gap  of  vital 
information  about  taking 
IT  offshore,  whether 
you’re  considering  soft¬ 
ware  engineering  in  India 
(the  undisputed  leader  at 
the  moment)  or  eyeing  the  numerous 
other  nations  that  are  positioning 
themselves  to  snag  some  of  the  U.S.’s 
offshore  dollars. 

Our  report  focuses  on  11  countries, 
ranking  the  leading  offshore  con¬ 
tenders  by  level  of  technical  skill,  po¬ 
litical  stability  and  network  infra¬ 
structure.  It  provides  on-the-ground 
experiences  from  IT  managers  who’ve 
succeeded  at  offshoring  despite  the 
obstacles.  There  are  frank  assess¬ 
ments  of  which  countries  provide  the 
most  comfortable  cultural  experience 


for  Americans  (Canada  and  Ireland) 
vs.  those  with  the  cheapest  labor 
(Vietnam,  Mexico  or  China).  We  also 
analyze  a  number  of  emerging  trends, 
such  as  “multisourcing”  (hiring  out¬ 
sourcers  in  numerous  countries)  and 
“daisy-chaining”  (subcontracting 
pieces  of  an  offshore  outsourcing  con¬ 
tract  to  even  cheaper  locales). 

The  research  backbone  of  our  re¬ 
port  comes  from  an  in-depth  survey 
of  252  senior  IT  managers  on  out¬ 
sourcing  and  offshoring  practices. 

We  conducted  the  survey  in  the 
spring  with  Interunity  Group  Inc.  in 
Concord,  Mass.  The  results  con¬ 
firmed  some  things  we  already  knew 
(that  cost  savings  are  still  the  major 
reason  to  outsource)  but  also  turned 
up  some  surprises,  like  the  fact  that 
cost  savings  rarely  if  ever  hit  those 
estimates  of  60%  or  70%  we  hear,  but 
more  realistically  average  20%  to 
30%  per  project. 

When  offshore  outsourcing  proj¬ 
ects  are  successful,  and  when  rela¬ 
tionships  with  outsourcers  grow  into 
real  partnerships,  the  managers  who 
dreaded  the  move  end  up  wishing 
they’d  started  sooner.  They  see  the 
money  saved  on  software  engineer¬ 
ing  costs  moving  to  other  IT  initia¬ 
tives,  enabling  new  business  oppor¬ 
tunities  and  innovation.  And  none  of 
that,  by  the  way,  can  be  outsourced.  I 


Software’s 

Problem: 

Training 

SOFTWARE  IS  GREAT. 
Robust  CRM  systems. 
Comprehensive  ERP  in¬ 
stallations.  Too  bad  the  stuff 

hardly  ever  gets  used  properly.  IT  de¬ 
partments  (and  Computerworld’ s  Shark 
Tank)  are  full  of  tales  of  complicated 
application  suites  gone  awry  with  con¬ 
fusing  interfaces  exacerbated  by  inade¬ 
quate  training.  It  all  makes  that  last 
mile  of  software  use  a  lonely,  expen¬ 
sive  road  littered  with  discarded,  pon¬ 
derous  PowerPoint-style  tutorials. 

But  there’s  a  better  way  to  educate 
users  on  how  best  to  exploit  the  pro¬ 
gramming  available  at  their  fingertips: 
Create  simple  tutorials  using  Viewlet. 
Developed  by  San  Jose-based  Qarbon 
Co.,  Viewlet  is  a  small,  downloadable 
tool  kit  that  lets  any¬ 
one  with  rudimenta¬ 
ry  computer  skills 
create  a  set  of  walk¬ 
throughs  that  can  be 
displayed  as  a  Flash 
file.  Viewlets  use 
screenshots,  balloon 
messages,  graphic 
images  and  custom 
text  to  explain  such 
things  as  how  soft¬ 
ware  works  and 
where  to  enter  data, 
and  it  can  even  document  workflow. 

Hewlett-Packard  uses  Viewlets  for 
its  SAP  training.  It  claims  that  they’ve 
slashed  ongoing  support  costs  for  the 
ERP  application  by  80%.  And  Honey¬ 
well  International  uses  the  tool  to  de¬ 
velop  tutorials  for  its  knowledge  man¬ 
agement  system,  eliminating  its  appli¬ 
cation  support  costs  altogether. 

With  Viewlets,  you  can  insert  back¬ 
ground  slides  or  new  items  (without 
having  to  redo  the  entire  presentation 
as  in,  say,  the  WebEx  online  service), 
take  screenshots  of  any  software,  im¬ 
port  items  from  other  demos  (don’t 
you  love  things  that  are  reusable?)  and 
change  the  tempo  of  the  presentation. 
Sony  uses  the  product  to  teach  people 
online  how  to  enter  text  into  their  Clie 
handhelds.  And  Home  Depot  adopted 
Viewlets  to  train  its  call  center  staff. 

Viewlets  can  also  help  you  show 
nontech  types  how  software  actually 
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Business  Intelligence 
Success  is  Never 
an  Accident 


TODAY  WAS 

A  GOOD  PAY. 

■  FOUND  A  WHOLE 

NEW  AREA  OF 

WASTE  AND 
INEFFICIENCY. 


You’ve  stretched  every  budget  and  cut  every  bit  of  fat.  Or  have  you?  SAP  solutions  give  you  real-time 
visibility  of  information  across  your  entire  enterprise,  so  you  can  plug  the  leaks  in  your  supply  chain 
with  greater  accuracy,  get  products  to  market  faster,  get  more  out  of  procurement  and  reduce  duplication. 
Things  you  might  he  doing  now.  But  could  be  doing  more  effectively  with  the  right  business  solution. 
Visit  sap.com/solutions  or  call  800  880  1727  for  details. 


THE  BEST-RUN  BUSINESSES  RUN  SAP 


SPECIAL  ADVERTISING  SUPPLEMENT 


Business  Intelligence  Success 
is  Never  an  Accident 


In  today’s  highly  competitive  economy,  the 
ability  of  an  enterprise  to  efficiently  imple¬ 
ment  Business  Intelligence  systems  in  a  timely 
manner  will  have  a  significant  impact  on  its 
success,  longevity  or  even  survival!  With  the  right 
methodologies,  architectures  and  technologies,  enter¬ 
prises  can  win  big  with  BI. 


BI  has  a  distinct  meaning  for  every 
business.  Therefore,  every  organiza- 
tion  must  identify  its  unique  require- 
ments  for  BI  to  achieve  competitive 
advantage.  However,  prior  to  embark¬ 
ing  on  a  BI  initiative,  an  organization 
should  create  a  strategic  vision  for 
success  as  well  as  strategies  for  imple¬ 
menting  the  BI  vision,  managing  risks 
and  justifying 
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cost.  All  tangible 
and  intangible 
business  benefits 
should  also  be 
considered  with 
a  conscious  disregard  for  technology 
drivers. 

Many  organizations  are  already 
equipped  to  implement  such  BI  appli¬ 
cations  as  monitoring  key  perform¬ 
ance  indicators  (KPIs);  balanced 
scorecards;  executive  dashboards; 
information  stores;  and  querying  and 
reporting  tools,  as  well  as  other  ana¬ 
lytic  applications.  However,  they  sel¬ 


dom  follow  a  Bl-centric  development 
approach.  Therefore,  most  fail  to 
identify  some  common  business  and 
technical  differences  between  con¬ 
ventional  systems  and  BI  applica¬ 
tions.  To  run  a  successful  BI  project, 
project  leaders  and  executives  should: 

•  Avoid  costly  mistakes  by 
knowing  how  BI  applications  differ 
from  traditional  ones. 

•  Architect  the  BI  application  as 
a  cross-organizational,  multidimen¬ 
sional  querying  and  reporting  system. 

•  Either  follow  the  development 
phases  in  this  paper,  or  implement  a 
proven  methodology  used  in  their 
organization. 

The  Atre  Methodology:  A  compre¬ 
hensive  B9  development  approach 

Almost  all  BI  application  develop¬ 
ment  projects  go  through  six  phases 
from  inception  to  implementation. 
However,  unlike  conventional  appli 
cations,  BI  must  continually  evolve 


with  changing  business  and  market 
conditions.  As  a  result,  BI  implemen¬ 
tation  is  not  a  linear  process.  Figure  1 
illustrates. 

Phase  1:  Justification:  Creating  BI 
vision  &  strategies  and  analyzing 
ROI 

Phase  2:  Planning,  designing  and 
building  the  BI  infrastructure 

Phase  3:  Designing,  building  and 
managing  historical  and  operational 
information  stores 

Phase  4:  Information  retrieval  and 
reporting  by  leveraging  off-the-shelf 
enterprise  software 

Phase  5:  Data  visualization,  pre¬ 
diction  and  presentation  by  leverag¬ 
ing  customized  solutions 

Phase  6:  Managing  and  enhancing 
BI  applications  and  infrastructure 

Phase  1:  Justification:  Creating 
BI  vision  &  strategies  and 
analyzing  ROI 

Business  case  assessment  is  the 
main  activity  in  this  phase.  Because  BI 
initiatives  are  expensive,  organiza¬ 
tions  considering  them  need  both  a 
strategy  and  a  well-defined  return- 
on-investment  target. 

Identifying  strategic  business 
goals  is  the  first  step.  Business  users 
from  different  departments  should  be 
solicited  for  requirements;  IT  involve¬ 
ment  should  be  limited  to  coordina 
tion  and  technical  assistance. 

Business  case  justification  is  usu- 
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ally  composed  of  four  processes: 

1.  Business  and  market  analysis. 
It’s  important  to  know  where  the 
industry  is  today  and  where  it’s  going. 
Learning  more  about  the  competition 
will  teach  you  a  lot  about  your  own 
business.  Answering  the  following 
questions  will  teach  you  a  great  deal: 

Have  your  current  products  and 
services  been  influenced  by  your 
competition?  Imagine  there’s  no  com- 
petition.  Would  you  do  things  the 
same  way,  or  differently?  Are  you 
doing  things  today  in  the  same  man- 
ner  as  in  the  past  years?  What  types 
of  competitors  do  you  face?  (They 
may  be  based  on  reputation,  image  or 
price,  but  they  may  also  be  innova¬ 
tion  or  service -based.) 

2.  Identifying  business  drivers 


and  sponsors.  These  include  your 
strategic  business  goals  and  BI  objec¬ 
tives.  Without  strong  business  driv¬ 
ers,  sponsors  and  strategic  direction, 
a  BI  project  will  likely  fail.  IT  and 
business  users  are  often  tempted  to 
invent  business  cases  that  don’t  exist 
in  order  to  quickly  finish  this  activity. 
Avoid  this  by  demanding  that  busi¬ 
ness  users  substantiate  their  drivers. 

3.  Risk  assessment  and  mitiga¬ 
tion.  Risks  should  be  assessed  for  the 
six  variables  listed  in  Figure  2,  which 
shows  a  risk  assessment  matrix  for 
each  variable. 

You  must  address  a  host  of  ques¬ 
tions  in  order  to  analyze  the  risks  to 
your  BI  project.  When  considering 
technology  risk,  consider:  How 
mature  are  the  selected  technologies 


within  the  marketplace?  How  mature 
are  the  selected  technologies  within 
the  organization?  How  many  differ¬ 
ent  technologies  will  co-exist?  Do  we 
have  incompatible  operating  systems? 
Do  we  have  incompatible  DBMSs? 

When  addressing  complexity  risk, 
answer  these  questions:  How  com¬ 
plex  is  the  overall  IT  environment? 
How  complex  is  the  BI  application 
itself?  How  extensively  will  work- 
flow  have  to  change?  Will  it  have  to 
be  completely  reengineered?  How 
many  physical  sites  will  be  support¬ 
ed?  How  far  apart  are  they?  What 
types  of  political  systems  are  in  them? 
What  is  the  degree  of  distribution  of 
data,  processes  and  controls? 

Where  integration  risk  is  con¬ 
cerned,  key  questions  include:  How 
many  interfaces  will  the  application 
have?  Are  there  external  interfaces? 
How  much  source-data  redundancy 
exists?  How  severe  is  the  dirty  data? 
Are  there  incompatible  standards? 
No  standards? 

Organizational  risk  raises  its  own 
set  of  queries:  What  is  management’s 
risk  tolerance?  How  much  risk  will  IT 
management  tolerate?  How  much 
financial  and  moral  support  can  we 
expect  when  the  project  encounters 
hurdles? 

When  addressing  project  team 
risk,  ask:  How  much  experience  does 
the  team  have  with  successful  BI 
implementations?  How  well  balanced 
is  the  team?  Do  team  members’  skills 
cover  all  the  basic  disciplines?  How  is 
morale?  Will  the  business  representa¬ 
tive  be  an  active  player?  How  strong  is 
the  project  manager? 

Finally,  when  considering  finan¬ 
cial  risk,  ask:  How'  fast  can  ROI  be 


Figure  i  g|  Application  Development  Phases 
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expected?  How  likely  is  it  that  the 
costs  will  outweigh  the  benefits?  Can 
financial  risk  be  mitigated  by  using 
only  proven  technologies? 

Once  risks  have  been  identified, 
you  must  come  up  with  techniques 
and  plans  to  track  and  mitigate  them 
on  an  ongoing  basis.  This  is  not  a  one- 
time-only  exercise. 

4.  Cost/benefit  analysis,  cost 
reduction  and  benefit  increase.  BI 
projects  are  considered  difficult  to 
cost'justify.  That  can  be  true  if  there’s 
no  obvious  business  problem  to  solve. 
One  difficult  aspect  of  building  a 
business  case  is  showing  strong  ROI. 
Nevertheless,  one  must  demonstrate 
how  the  organization  can  more  effec¬ 
tively  maneuver  and  adapt  to  an 
increasingly  changing  marketplace. 

Benefits  are  usually  harder  to 
quantify  than  costs,  and  it  takes  many 


high-value  benefits  to  offset  the  costs. 
One  effective  way  to  justify  BI  expen¬ 
diture  is  to  tie  it  directly  to  measura¬ 
ble  business  problems.  For  example, 
assume  an  organization  is  losing  $5 
million  each  year  because  it  cannot 
curb  insurance  fraud  due  to  insuffi¬ 
cient  and  unreliable  data  about  its 
underwriting  practices.  If  the  pro¬ 
posed  BI  application  can  resolve  that 
problem,  it  will  be  relatively  easy  to 
justify.  Be  as  detailed  as  possible 
when  identifying  benefits,  even  if  it’s 
difficult  to  quantify  a  precise  ROI. 

The  cost/benefit  analysis  should 
state  how  the  BI  application  would 
solve  a  business  problem  or  enable  a 
business  opportunity.  It  should  also 
state  what  type  of  information  will  be 
available,  how  that  information  can 
be  used  to  make  better  business  deci¬ 
sions  and  when  and  how  the  informa¬ 


tion  will  be  presented.  Once  the  busi¬ 
ness  needs  and  benefits  have  been 
stated,  the  next  step  is  to  estimate 
and  compare  the  detailed  costs  to 
produce  the  projected  ROI. 

There  are  several  categories  of  BI 
benefits;  in  order  to  be  justifiable, 
your  BI  decision-support  initiative 
should  fulfill  at  least  one. 

The  first  category  is  increased 
revenue.  This  may  take  the  form  of 
identification  of  new  markets  and 
niches;  more  effective  suggestive  sell¬ 
ing;  faster  opportunity  recognition;  or 
faster  time  to  market.  Another  cate¬ 
gory  is  increased  profit,  including 
possibilities  for  better  targeted  pro¬ 
motional  mailings;  early  warnings  of 
declining  markets;  identification  of 
under-performing  product  lines  and 
internal  inefficiencies;  more  efficient 
merchandise  management  through 


Fi<Jure  2  Level  of  Risk 


Variable 

Low  risk 

Moderate  risk 

High  risk 

Technology 

Experienced  with 
mature  technology 

Mini  mal  experience 
with  technology 

New  technology,  little 
experience 

Complexity 

Simple,  minimal  work¬ 
flow  impact 

Moderate,  some  work 
flow  impact 

Mission- critical,  will 
require  extensive  re¬ 
engineering 

Integration 

Stand-alone,  no 
integration 

Limited  integration 
required 

Extensive  integration 
required 

Organization 

Solid  internal  support 

Supportive  to  a  large 
extent 

Little  internal  support 

Project  team 

Business  experience, 
business-driven,  talent¬ 
ed,  great  attitude 

Some  business  experi 
ence,  business- driven, 
talented,  lair  attitude 

No  business  experience, 
only  technology-  driven, 
limited  talent,  had  atti 
tude 

Financial  investment 

Possible  ROI  within  a 
very  short  time 

Possible  ROI  within  a 
moderate  time  frame 

Possible  ROI  after  a  few 
years 

SOURCE:  "Business  Intelligence  Roadmap  -  The  Complete  Project  Lifecycle  for  Decision  Support  Applications,"  By  Larissa  T.  Moss  and  Shaku  Atre.  Copyright  2003,  Addison-Wesley 
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volume  purchases;  and  better  reten¬ 
tion  of  profitable  customers  (and  the 
phasing-out  of  loss-leading  ones). 

Another  category  is  customer  sat¬ 
isfaction  improvement,  which  may 
include  an  improved  understanding 
of  customer  preferences;  better  cus- 
tomer-to-product  matching; 
increased  one-on-one  marketing; 
more  repeat  business;  faster  resolu¬ 
tion  of  customer  complaints;  and  spe¬ 
cial  treatment  for  top  customers. 

Finally,  BI  may  help  you  achieve 
savings  increases,  through  reduc¬ 
tions  in  both  wasted  merchandise 
and  requests  for  customized  report¬ 
ing;  and  market  share  gains,  through 
both  an  increase  in  customers  defect¬ 
ing  from  the  competition  and  a  dra¬ 
matic  improvement  in  your  own  cus¬ 
tomer  retention  rates. 

If  you  executed  all  the  activities  in 
Phase  1,  you  should  have  the  follow¬ 
ing  deliverables: 

•  A  BI  vision  as  well  as  a  mission 
statement 

•  Clearly  articulated  project 
objectives 

•  A  map  of  BI  objectives  to  orga¬ 
nizational  goals 

•  A  value  proposition 

•  Documented  balanced  score¬ 
cards,  KPIs  and  a  risk-mitigation  plan 

•  Next  steps  defining  how  the 
project  will  be  planned,  delivered  and 
managed. 

Phase  2:  Planning,  designing  and 
building  the  BI  infrastructure 

Better  decisions  are  made  when 
knowledge  workers  can  securely  and 
easily  access  operational  legacy  data 
as  well  as  current  transactional  data. 
To  achieve  this,  you  should  create  an 


infrastructure  that  allows  access  to 
legacy  systems,  as  well  as  security  and 
disaster  recovery  planning.  The  infra¬ 
structure  should  support  search 
capabilities  for  both  structured  and 
unstructured  data.  Begin  your  collab¬ 
oration  activities  through  enterprise 
portals,  as  well  as  content  and  knowl¬ 
edge  management  initiatives. 

An  enterprise  infrastructure  is  to 
BI  apphcations  what  a  transportation 
infrastructure  is  to  automobiles. 
Without  the  proper  infrastructure 
and  global  understanding  of  the  infra- 
structure  rules,  BI  applications 
would  be  of  no  use. 


Better  decisions  are  made 
when  workers  can  access 
both  operational  and  trans¬ 
actional  data. 


The  enterprise  infrastructure  con¬ 
sists  of  both  technical  and  non-tech- 
nical  infrastructures.  During  this 
phase,  you’ll  need  to  address  both,  as 
discussed  below. 

First,  you’ll  undertake  a  technical 
infrastructure  evaluation.  Activities 
here  require  the  IT  department  to  do 
the  following: 

Assess  existing  platforms.  The 
existing  infrastructure  must  be  evalu¬ 
ated  before  you  decide  on  acquiring 
new  components.  You  must  also 
ensure  compatibility  with  existing 
legacy  systems.  Your  entire  arsenal  of 
IT  must  be  planned,  integrated, 
designed  and  implemented. 

Evaluate  and  select  new  prod¬ 


ucts.  You  must  decide  what  new 
hardware,  software  or  networking 
components  to  acquire.  If  the  existing 
hardware  platform  appears  to  be  suf¬ 
ficient,  determine  that  it  will  provide 
the  scalability  and  performance  BI 
applications  demand.  Be  sure  to 
engage  business  representatives  and 
stakeholders  in  the  decision-making. 

Create  a  technical  infrastructure 
report.  Compile  all  findings  about 
the  existing  platform  into  a  report. 
Explain  the  strengths  and  weakness¬ 
es  of  current  hardware,  middleware 
and  DBMS  tools,  and  list  additional 
components  you’ll  need. 

Expand  the  current  platform. 
Once  you’ve  determined  which  new 
products  to  acquire,  you  can  begin 
evaluating,  selecting,  ordering, 
installing  and  testing  them. 

Next,  tackle  a  non-technical  infra¬ 
structure  evaluation,  which  involves 
the  following: 

Assess  non-technical  infrastruc¬ 
ture  components.  An  organization 
needs  to  create  a  non  technical  infra¬ 
structure  to  prevent  the  BI  decision- 
support  environment  from  becoming 
as  fragmented  as  the  operational  and 
existing  decision-support  environ¬ 
ments — from  which  cross-organiza¬ 
tional  questions  cannot  be  answered. 
The  policies,  procedures,  guidelines 
and  standards,  which  are  all  part  of 
the  non  technical  enterprise  infra¬ 
structure,  exist  to  assist  in  the  coor¬ 
dination  and  management  of  the  BI 
environment. 

Enterprise  infrastructure  activi¬ 
ties,  technical  as  well  as  non  techni¬ 
cal,  are  strategic  and  cross-organiza¬ 
tional.  An  enterprise  architecture  is 
comprised  of  a  set  of  models  of  the 
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Figure3  Content  Management  Capabilities 

Capability 

Description 

Business  user  productivity 

The  tool  must  allow  the  business  users 
to  create,  publish  and  manage  their 
own  Web  content  by  means  of  an  Inter¬ 
net  browser  or  a  word  processor.  This 
will  let  business  users  realize  the 
full  potential  of  the  corporate  Web  site 
by  using  it  as  a  tool  for  communica¬ 
tion  with  customers,  partners  and  co¬ 
workers. 

Customer  and  partner 
satisfaction 

Managed  workflow,  content  scheduling, 
archiving  and  centralized  control 
over  publishing  standards  result  in 

Web  sites  that  are  richer  with  more 
accurate,  timely  and  easy-to-find  content. 

Low  total  cost  of  ownership 
(TCO) 

By  empowering  business  users  to 
manage  their  own  content,  the  tool 
frees  expensive  IT  resources  from  being 
ad  hoc  content  managers.  This  results 
in  reduced  support  costs  and  allows 
redeployment  of  resources  to  address 
critical  business  needs. 

Scalability  and  reliability 

Content  management  tools  must  scale 
to  meet  future  needs. 

Interoperability 

The  tools  must  support  XML  Web 
sendees  and  other  open  standards 
to  achieve  seamless  interoperability 
with  the  rest  of  the  current  and 
future  organization. 

organization  in  terms  of  business 
functions,  business  processes  and 
business  data.  Enterprise  architec¬ 
ture  models  describe  the  actual  busi¬ 
ness  in  which  the  organization 
engages. 

A  fully  documented  enterprise 
architecture  includes  at  least  five 
architectural  components:  a  business 
function  model;  a  business  process 
model,  which  shows  how  the  organi¬ 
zation  performs  its  business  func¬ 
tions;  a  business  data  model  (also 
called  the  “enterprise  logical  data 
model”  or  “enterprise  information 
architecture”),  which  depicts  what 
data  is  part  of  the  organization’s  busi¬ 
ness  activities;  an  application  inven¬ 
tory;  and  a  meta  data  repository, 
which  includes  descriptive  details 
about  the  models. 

Create  a  non-technical  infra¬ 
structure  assessment  report.  This 
report  documents  deficiencies  in  the 
existing  non  technical  infrastructure, 
as  well  as  proposed  improvements.  It 
should  cover  search  capabilities,  col¬ 
laboration,  knowledge  management 
tools  and  security,  each  of  which  is 
discussed  in  this  section. 

First,  search  capabilities.  When 
evaluating  search  engines,  pay  atten¬ 
tion  to  their  ability  to  support  cross- 
platform  searches;  index  manage¬ 
ment;  how  many  retrieval  modes  they 
support;  and  their  integration  with 
different  knowledge-base,  content 
management  and  portal  products  or 
standards. 

Collaboration  should  also  be 
included  in  your  report.  Keep  in  mind 
that  collaboration  isn’t  limited  to 
departments;  it  requires  integration 
of  knowledge  about  customers,  com 


petitors,  market  conditions,  vendors, 
partners,  products  and  employees. 

Today,  businesses  are  using  portals 
and  content  management  for  collabo¬ 
ration.  Enterprise  portals  offer  an 
easy,  informal  way  to  centralize  and 
share  information.  They  help  users 
make  better  business  decisions, 


regardless  of  where  the  data  they 
need  to  make  those  decisions  resides. 
This  requires  comprehensive  search 
capabilities  and  the  ability  to  manage 
large  volumes  of  information  across  a 
great  number  of  data  stores. 

The  other  collaboration  tool  of 
choice,  content  management,  shep- 
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herds  content  from  creation  through 
delivery  and  reuse.  Content  manage- 
ment  tools  add  consistency  to  man¬ 
agement  practices.  A  BI  strategy  must 
include  a  content  or  information 
architecture  that  addresses  the  need 
to  store  content  for  easy  access  — 
through  multiple  channels  and 
departments.  Figure  3  illustrates  con¬ 
tent  management  capabilities. 

Your  non  technical  infrastructure 
assessment  must  also  explore  knowl¬ 
edge  management  tools,  which  help 
organizations  capture  and  retrieve 
their  human  experiences  and  knowl¬ 
edge.  Knowledge  management  func¬ 
tions  include  discovering  knowledge; 
analyzing  discovered  knowledge;  cat¬ 
egorizing  knowledge;  retrieving 
knowledge  in  a  consistent  and  objec¬ 
tive  manner;  and  sharing  knowledge 
within  and  outside  the  enterprise. 

Your  business’  most  valuable  asset 
—  knowledge  —  is  housed  primarily 
in  employees’  heads.  You  stand  to  lose 
this  asset  unless  you  identify,  collect, 
store  and  enhance  knowledge  in  a 
consistent  manner.  Proper  processes 
and  tools  must  be  used  to  allow 
employees  to  automatically  identify 
the  knowledge. 

The  final  component  of  the  assess¬ 
ment  is  security,  which  is  often  over¬ 
looked  in  BI  projects.  Too  many  enter¬ 
prises  fail  to  realize  the  criticality  of 
the  information  stored  and  managed 
in  BI  applications  —  its  unauthorized 
use  by  employees,  competitors  or 
hackers  can  be  disastrous.  While 
architecting  BI  applications,  you 
must  include  requirements  for 
authentication  and  authorization  to 
ensure  only  authorized  users  gain 
access. 


Improve  the  non-technical 
infrastructure.  In  the  project  plan, 
provide  time  estimates  for  modifying 
or  improving  non-technical  infra¬ 
structure  components,  as  well  as  for 
establishing  new  components. 

The  activities  in  Phase  2  should 
result  in  the  following  deliverables: 

•  Design  and  implementation  of 
required  infrastructure 

•  Creation  and  expansion  of  the 
physical  network 

•  Deployment  of  security 
requirements 

•  Rollout  of  enterprise  portals, 
content  management  solutions  and 
knowledge  management  systems. 

Phase  3:  Designing,  building  and 
managing  historical  and  opera¬ 
tional  information  stores 

BI  lets  organizations  make 
informed  decisions  by  performing 
trend  analysis,  forecasting,  data  min¬ 
ing  and  statistical  exploration  of 
information  stores.  These  informa¬ 
tion  stores  can  provide  snapshots  of 
performance  for  different  time  peri¬ 
ods  and  can  help  enterprises  perform 
tactical  and  strategic  analysis.  Better 
understanding  of  data  helps  knowl¬ 


edge  workers  and  executives  make 
action-oriented  decisions  that  impact 
the  bottom  line. 

Here  we  list  the  activities  you’ll 
need  to  perform  to  effectively  leverage 
this  information. 

Determine  data  requirements  of 
knowledge  workers  and  decision 
makers.  This  involves  defining  analy¬ 
sis  issues,  which  are  often  missing 
due  to  a  lack  of  understanding  of 
business  performance  and  informa¬ 
tion  needs,  as  well  as  relationships 
between  disparate  data  sources.  The 
quality  of  the  data  also  creates  a  chal¬ 
lenge.  During  the  justification  phase, 
the  objectives  and  expected  results  of 
the  business  analysis  activities  must 
be  clearly  stated.  The  expected 
results  then  help  determine  the  infor¬ 
mation  needs  and  data  sources  for 
driving  the  BI  applications. 

Three  types  of  data  sources  should 
be  considered.  Operational  data 
stores  contain  data  related  to  OLTP 
and  batch  systems  like  finance,  logis¬ 
tics,  sales,  billing  and  human 
resources.  Private  data  stores  hold 
departmental  data  stored  in  spread¬ 
sheets  and  documents,  as  well  as 
desktop-level  databases.  External 
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data  stores  provide  data  such  as  pur- 
chased  market  research  reports,  sales 
survey  results,  customer  profiles  and 
demographic  profiles. 

Validation  and  integration  of  these 
data  stores  usually  raise  several  issues 
and  should  be  analyzed  during  busk 
ness'case  assessment. 

Assess  operational  sources  and 
procedures.  While  assessing  current 
decision-support  solutions,  pay 
attention  to  operational  data, 
processes  and  procedures.  Business 
problems  may  exist  because  execu¬ 
tives  cannot  trust  the  information 
they  receive;  data  quality  problems 
may  be  the  result  of  poor  data-entry, 
lack  of  edits,  defective  code  or  nonex¬ 
istent  training.  Solving  the  business 
problem  may  be  as  simple  as  correct¬ 
ing  those  processes  and  procedures. 

Various  sources  of  data  must  be 
considered.  First,  there’s  operational 
data  from  OLTP  and  batch  systems. 
Financial,  logistics,  sales,  order- entry, 
human  resource,  accounting, 
research/engineering,  support  and 
quality  assurance  systems  all  fall  into 
this  category. 

In  addition,  there  are  private  data 
(departmental  information,  usually 
from  desktops)  and  external  data 
(usually  purchased  from  vendors  that 
collect  industry-specific  information 
available  in  the  public  domain). 

Perform  information  and  data 
modeling.  The  activities  performed 
during  data  analysis  help  you  under¬ 
stand  and  correct  existing  discrepan¬ 
cies  in  the  business  data,  irrespective 
of  any  system  design  implementation 
method.  Data  analysis  is  therefore  a 
business-,  not  system-focused,  activi¬ 
ty.  A  logical  data  model  must  be  cre¬ 


ated  and  this  requires  standardized 
business  meta  data. 

A  logical  data  model,  representing 
a  single  cross- organizational  business 
view  of  the  data,  is  comprised  of  an 
Entity  Relationship  diagram  and  sup¬ 
porting  business  meta  data.  This 
meta  data  includes  information 
about  business  data  objects,  their 
data  elements  and  the  relationships 
among  them.  A  common  subset  of 
business  meta  data  components  as 
they  apply  to  data  (as  opposed  to 
processes)  appears  in  Figure  4. 

Each  critical  data  element  must 
be  examined  for  defects,  and  you 
must  decide  whether  and  how  to  cor¬ 
rect  them.  One  common  BI  applica¬ 
tion  goal  is  to  deliver  clean,  integrat¬ 
ed,  reconciled  data.  Poor-quality  data 
is  such  an  overwhelming  problem 
that  most  organizations  cannot  cor¬ 
rect  all  the  discrepancies.  When 
selecting  the  data  for  the  BI  applica¬ 
tion,  consider  the  general  steps.  First, 


data  must  be  identified;  then  its  con 
tent  analyzed;  next,  you  select  the 
data  that  will  be  used;  prepare  data- 
cleansing  specifications;  and  finally 
you  select  the  tools  you’ll  use. 

The  most  effective  technique  for 
discovering  and  documenting  the  sin¬ 
gle  cross-organizationally  integrated 
and  reconciled  view  of  the  business 
data  is  the  entity-relationship  model, 
also  known  as  the  logical  data  model. 
Entity-relationship  modeling  is  based 
on  normalization  rules,  which  are 
applied  during  both  top-down  data 
modeling  and  bottom-up  source-data 
analysis.  The  normalized  logical  data 
model  yields  a  formal  representation 
of  the  data  as  it  exists  in  the  real 
world  —  without  redundancy  or 
ambiguity.  To  achieve  this,  a  meta 
data  repository  must  be  built. 

Construct  the  meta  data  reposi¬ 
tory.  Unlike  ordinary  databases,  a 
meta  data  repository  doesn’t  store 
business  data  for  a  business  applica- 


12 


Computerworld  Custom  Publishing  /  BUSINESS  INTELLIGENCE  SUCCESS  IS  NEVER  AN  ACCIDENT 


SPECIAL  ADVERTISING  SUPPLEMENT 


Figure  6 
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tion.  Instead,  it  stores  contextual 
information  about  the  business  data. 
Examples  of  this  contextual  informa' 
tion  include  meaning  and  content; 
policies  that  govern  the  data;  its  tech¬ 
nical  attributes;  specifications  that 
transform  it;  and  programs  that 
manipulate  it. 

This  information  exists  in  every 
enterprise,  whether  it’s  documented 
or  not.  When  contextual  information 
is  documented,  it’s  known  as  meta 
data.  And  when  it’s  not  documented, 
there’s  no  way  everyone  in  the  organ¬ 
ization  can  know  it.  As  a  result,  busi¬ 
nesspeople  often  create  their  own 
business  rules,  data  and  processes, 
not  realizing  that  what  they  need  may 
already  exist. 

There  are  two  types  of  meta  data: 
business  and  technical  (Figure  5). 

BI  projects  generate  a  great  num¬ 
ber  of  meta  data  components,  so  it’s 
useful  to  classify  and  prioritize  them. 
Meta  data  components  can  be  sorted 
into  four  classifications:  ownership; 
descriptive  characteristics;  rules  and 
policies;  and  physical  characteristics. 
Your  meta  data  repository  must  be 
able  to  store  all  four  classifications,  as 


listed  in  Figure  6.  Meta  data  reposito¬ 
ry  analysis  activities  include  analyz¬ 
ing  repository  requirements. 

Extract,  cleanse,  transform  and 
load  the  data  warehouse  and  opera¬ 
tional  data  stores.  Four  factors  make 
finishing  the  ETF  process  on  time  a 
challenge.  First,  low-quality  source 
data  means  cleansing  and  transforma¬ 
tion  take  a  lot  of  time.  Second,  the 
process  is  complicated.  Third,  the 
time  available  is  short.  Fourth,  the 
work  is  hardly  glamorous;  as  a  result, 
under-qualified  individuals  are  often 


assigned  to  the  project,  which  leads  to 
a  low-quality  repository. 

Organizations  spend  close  to  40% 
of  their  total  project  time  in  ETF 
design,  program  development  and 
implementation.  Most  source  data  for 
the  ETF  process  comes  from  current 
operational  systems,  though  some 
will  be  archived  historical  data. 
Usually,  three  sets  of  ETF  programs 
must  be  developed  to  address  the  ini¬ 
tial  load,  the  historical  load  and  incre¬ 
mental  loads. 

Many  tools  are  available  for  the 
ETF  process.  Some  are  sophisticated, 
some  simple  —  but  all  must  be  aug¬ 
mented  with  manual  processes.  Also, 
development  teams  frequently  must 
pre-process  some  data  manually  and 
write  extensions  to  supplement  the 
ETF  tool’s  capabilities. 

Manage  and  enhance  the  data 
warehouse.  By  conservative  esti¬ 
mates,  the  data  in  a  BI  environment 
doubles  every  two  years.  As  volumes 
increase,  a  plan  to  aggregate  and  sum¬ 
marize  data  as  it  ages  is  required. 
Business  analysts  rarely  require  the 


Figure  5 
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same  level  of  granularity  for  very  old 
data  as  for  recent  data,  so  the  level  of 
granularity  should  decrease  commen- 
surately. 

Another  key  growth  area  is  usage. 
The  number  of  businesspeople 
accessing  BI  databases  can  easily  dou¬ 
ble  or  triple  every  year,  which  drives 
up  growth  in  usage  exponentially. 
Although  the  data  volume  is  a  more 
critical  factor  in  determining  proces¬ 
sor  requirements,  the  number  of  peo¬ 
ple  accessing  BI  target  databases  is 
also  important. 

The  Phase  3  activities  should 
result  in  the  following  deliverables: 

•  Completion  of  logical  and 
physical  data  model 

•  Deployment  of  physical  BI  tar¬ 
get  databases 

•  Creation  of  meta  data  repositories 
for  business  and  application  meta  data 

•  Implementation  of  data  cleans¬ 
ing  and  scrubbing  specifications  and 
processes 

•  Rollout  of  ETL  tools 

•  Implementation  of  enterprise 
data  warehouse,  operational  data 
stores,  departmental  data  marts  and 
operational  information  stores 

•  Integration  of  information 
from  external  data  feeds 

•  Creation  of  basic  cubes. 

Phase  4:  Information  retrieval  and 
reportinp  by  leveraging  off-the- 
shelf  enterprise  software 

Delivering  timely  information  to 
executives  in  a  consistent  format 
enables  informed  decision-making 
and  is  a  differentiating  factor  for 
intelligent  businesses. 

Avoid  deploying  in  one  “mega¬ 
swoop”;  many  key  information  ele¬ 


ments  are  not  clear  upfront.  Two-step 
deployment  has  become  common.  In 
the  first  step,  enterprises  leverage 
existing  systems  and  use  off-the-shelf 
applications  for  quick  deployment  in 
key  business  areas.  They  also  gain  a 
better  understanding  of  where  future 
effort  is  required. 

Leverage  built-in  functionality 
of  existing  operational  systems. 
These  systems  hold  critical  informa¬ 
tion  about  customers,  suppliers,  part¬ 
ners  and  employees.  To  retain  and 
grow  the  customer  base,  workers 
need  access  not  only  to  operational 
legacy  data,  but  also  to  current  and 


Delivering  timely  informa¬ 
tion  in  a  consistent  format 
is  a  differentiator  for  intel¬ 
ligent  businesses. 


(when  relevant)  real-time  data.  To 
achieve  this,  many  back-office  and 
front-office  systems  provide  querying 
and  reporting  functions  for  accessing 
their  data. 

To  perform  analytic  activities  and 
make  smart  decisions,  you  can  lever¬ 
age  the  querying  and  reporting  tools 
built  into  your  existing  enterprise 
resource  planning  (ERP),  customer 
relationship  management  (CRM), 
supply  chain  management  (SCM) 
and  eCommerce  systems. 

For  example,  built-in  CRM 
reports  can  provide  decision-makers 
relevant  and  time -sensitive  client, 
product  or  corporate  information 
without  forcing  them  to  search 


through  complex  back-end  systems. 
These  reports  can  provide  informa¬ 
tion  on  available  inventory  to  sales¬ 
people  before  they  commit  to  a  deliv¬ 
ery  date  to  help  ensure  the  commit¬ 
ment  will  be  kept.  A  sales  executive 
can  review  the  sales  pipeline  and  fun¬ 
nel  reports  to  ensure  that  the  quar¬ 
ter’s  forecast  is  met. 

In  the  ERP  arena,  enterprises  can 
optimize  the  procurement  of  goods 
and  materials  with  usage  and  fore¬ 
casting  reports  on  inventory  and  pro¬ 
duction  levels.  These  reports  help  you 
reduce  costs  and  enhance  collabora¬ 
tion  with  key  suppliers.  Additionally, 
they  provide  information  on  KPIs 
related  to  purchasing  and  distribu¬ 
tion.  Information  presented  flexibly 
according  to  supplier,  product  and 
cost  can  help  your  business  match 
products  to  suitable  vendors,  result¬ 
ing  in  extraordinary  savings. 

Since  these  reports  often  come 
with  back-end  systems,  they’re  a 
cost-effective  way  to  extend  opera¬ 
tional  systems  for  decision-making. 

Deploy  off-the-shelf  querying 
and  reporting  software.  In  addition 
to  delivering  information  with  exist¬ 
ing  functionality,  most  organizations 
deploy  BI  applications  that  provide 
out-of-the-box  querying  and  analyz¬ 
ing  functionality.  These  applications 
can  access  operational  systems  and 
other  information  stores  to  provide 
rapid  deployment  of  initial  decision- 
support  systems.  Managers  and  exec¬ 
utives  need  direct  access  to  key  infor¬ 
mation  before  the  enterprise  goes 
through  a  wide-scale  deployment. 

For  example,  consider  a  financial 
organization  that  provides  other 
banks  and  merchants  services  related 
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to  credit  card  use  and  payment  infor¬ 
mation,  in  order  to  aid  payment  rec¬ 
onciliation  and  recovery  activities.  If 
only  paper-based  reports  are  provid¬ 
ed,  the  information  available  will  be 
of  limited  value. 

But  if  the  financial  firm  imple¬ 
ments  a  Web-based  BI  application, 
customers  can  view,  analyze  and 
download  information  on  demand  for 
more  informed  decision-making. 

Key  Phase  4  activities  include: 

•  Identifying  the  querying  and 
reporting  functions  available  in  oper¬ 
ational  systems 

•  Identifying  and  evaluating  BI 
products  that  provide  out-of-the-box 
business  analytics 

•  Designing  and  implementing 
BI  applications  to  achieve  objectives 
for  actionable  decision-making. 

Once  you’ve  executed  the  Phase  4 
activities,  you’ll  have  the  following 
deliverables: 

•  Analytic  and  statistical  static 
reports  for  executives  and  managers 

•  A  report  on  obvious  deficien¬ 
cies  and  opportunities  in  the  opera¬ 
tional  processes,  customer  demo¬ 
graphics  and  market  conditions. 

Phase  5:  Data  visualization,  predic¬ 
tion  and  presentation  by  leverag¬ 
ing  customized  solutions 

Like  OLTP,  BI  application  devel 
opment  is  based  on  the  “data  out” 
environment,  not  on  “data  in”  sys¬ 
tems.  Therefore,  techniques  learned 
while  developing  operational  applica¬ 
tions  may  not  be  sufficient  when 
deploying  a  BI  application.  By  using 
off-the-shelf  enterprise  software, 
knowledge  workers  can  use  data 
warehousing  systems,  queries, 


reports  and  information  delivered  by 
the  BI  applications. 

However,  one  size  seldom  fits  all. 
Usually,  it’s  necessary  to  customize  BI 
applications  for  visualization,  predic¬ 
tion  and  presentation.  To  achieve 
that,  different  types  of  software  must 
be  used  and  customized. 

Remember,  BI  applications  cannot 
be  limited  to  a  specific  set  of  users  or 
departments;  they  must  be  cross- 
organizational,  enterprise-wide 
applications.  Also,  their  interfaces 
must  be  flexible  —  the  tools  serve  a 


Techniques  learned  while 
developing  operational 
applications  may  not  apply 
to  BI  development. 


large  cross-section  of  users.  And  BI 
applications  are  designed  to  offer  the 
ability  to  query  data,  rather  than 
making  data  available  for  input. 

Application  development.  Fast, 
easy  access  to  data  for  business  analy¬ 
sis  is  one  of  the  main  reasons  for  a  BI 
initiative.  A  high  percentage  of  that 
success  will  be  by  predefined  pat¬ 
terns.  In  such  a  pattern,  data  has  been 
precalculated  (derived,  aggregated, 
summarized)  and  stored  in  that  fash¬ 
ion  for  faster  access.  This  is  the  reason 
for  the  popularity  of  multidimension¬ 
al  OLAP  tools  and  is  the  hallmark  of 
BI  decision-support  applications. 

OLAP  tools.  Multidimensional 
OLAP  tools  are  a  major  component  of 
the  BI  decision-support  tool  suite. 
Terms  such  as  relational  OLAP 


(ROLAP),  multidimensional  OLAP 
(MOLAP)  and  hybrid  OLAP 
(HOLAP)  all  describe  the  explosive 
growth  in  the  field  of  data  access  and 
analysis  tools.  These  terms  usually 
raise  expectations  of  built-in  func¬ 
tionality  and  ease  of  use. 

According  to  a  widely  accepted 
definition,  OLAP  refers  to  technology 
that  derives  business  information 
through  a  robust  set  of  business 
transformations  and  calculations  exe¬ 
cuted  upon  existing  operational  and 
historical  data. 

There  are  two  distinct  advantages 
in  using  OLAP  tools.  First,  the  focus 
in  analytical  processing  is  on  data  — 
specifically,  the  multidimensional 
aspects  of  the  data  that  are  supported 
by  OLAP  tools.  Business  objects  are 
represented  as  dimensions  (e.g.,  prod¬ 
uct,  customer,  department),  which 
are  naturally  interrelated  through 
functional  subject  areas  (e.g.,  sales) 
and  are  often  hierarchical  (products 
roll  up  into  product  categories, 
departments  roll  up  into  divisions). 

Second,  business  analysts  navigate 
these  dimensions  by  drilling  down, 
rolling  up  or  drilling  across.  They  can 
drill  down  to  access  detailed  data,  or 
roll  up  to  see  a  summary.  They  can 
roll  up  through  hierarchy  levels  of 
dimensions  or  to  specific  characteris¬ 
tics  or  columns  of  the  dimensions. 
They  can  also  drill  across  dimensions 
to  access  the  data.  In  addition,  power¬ 
ful  computational  services  provide 
functions  such  as  ranks,  averages, 
ROI  and  currency  conversions. 

There  exists  a  wide  variety  of 
OLAP  tools  based  on  different  archi¬ 
tectures  and  features.  You  must  know7 
the  access  and  analysis  requirements 
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of  your  BI  applications  to  make  an 
informed  decision  about  licensing  the 
right  OLAP  tools. 

Customer  profiling  and  customer 
profitability  are  popular  multidimen¬ 
sional  BI  applications.  The  dimen¬ 
sions  of  a  customer  profitability 
example  are  shown  in  Figure  7.  The 
eight  dimensions  depicted  can  be 
used  to  achieve  a  360-degree  view  of 
the  customer. 

Additional  examples  of  complex 
multidimensional  analysis  commonly 
performed  in  the  BI  decision-support 
environment  include  customer  infor¬ 
mation  (buying  patterns  by  product, 
geography,  time,  age,  gender,  number 
of  children,  types  of  cars  owned,  edu¬ 
cation  level  or  income  level);  financial 
planning  (analysis  of  profit  margins, 
costs  of  goods  sold,  tax  codes  or  cur¬ 
rency  exchange  rates);  and  marketing 
(impact  of  promotions  and  marketing 
programs,  pricing,  competitors’  ini¬ 


tiatives  and  market  trends). 

It’s  important  to  note  that  applica¬ 
tion  development  activities  needn’t  be 
performed  linearly;  some  can  be  per¬ 
formed  concurrently. 

Development  environments.  The 
development  of  vital  business  appli¬ 
cations  doesn’t  happen  ad  hoc  on 
someone’s  PC.  Most  enterprises 
require  a  structured  approach.  BI 
application  components  tend  to 
require  a  great  deal  of  structure. 

Usually,  enterprises  set  up  devel¬ 
opment  environments  for  different 
purposes.  While  smaller  businesses 
may  have  two  environments  (devel¬ 
opment  and  production),  large  ones 
usually  have  four:  prototyping,  where 
technology  is  tested  and  require¬ 
ments  solidified;  development,  where 
programs  and  scripts  are  written  and 
tested  by  developers;  quality  assur¬ 
ance  (QA),  where  operations  staff 
tests  final  programs  and  scripts 


before  moving  them  to  production; 
and  finally  production  itself. 

Early  prototyping  activities  (such 
as  creating  show-and-tell,  mock-up, 
proof-of-concept,  visual-design  and 
demo  prototypes)  typically  take 
place  in  a  special-purpose  prototyp¬ 
ing  environment,  while  development 
activities  (including  operational  pro¬ 
totyping)  are  performed  in  the  devel¬ 
opment  environment.  But  it’s  also 
common  to  do  all  prototyping  and 
development  in  the  same  develop¬ 
ment  environment.  In  either  case,  the 
entire  BI  application  should  be  moved 
to  the  QA  environment  for  final  test¬ 
ing  before  it  goes  into  production. 

If  your  different  development 
environments  are  configured  differ¬ 
ently,  moving  your  application  from 
one  to  another  may  have  major  impli¬ 
cations.  Prototyping  and  develop¬ 
ment  environments  are  usually  con¬ 
figured  similarly,  as  are  QA  and  pro¬ 
duction  environments.  The  configu¬ 
ration  differences  are  typically 
between  the  development  and  pro¬ 
duction  environments.  You’ll  need  to 
address  some  key  factors  here. 

For  example,  even  if  an  applica¬ 
tion  works  well  in  the  development 
environment,  there’s  no  guarantee  it’ll 
run  equally  well  in  the  production 
environment.  And  the  cost  to  move 
the  application  from  one  environment 
to  another  could  be  substantial.  In 
addition,  different  tools  may  be 
required  for  differently  configured 
environments. 

The  Web  environment.  The  Web 
is  becoming  a  popular  environment 
for  BI  applications.  Since  most  OLAP 
tools  are  Web-enabled,  data  from  BI 
target  databases  is  often  published 


Figure  7  Multidimensional  Customer  Profitability 


SOURCE:  "Business  Intelligence  Roadmap  -  The  Complete  Project  Lifecycle  for  Decision  Support  Applications."  By  Larissa  T.  Moss  and 
Shaku  Atre.  Copyright  2003,  Addison-Wesley 
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company-wide  through  an  intranet.  A 
subset  of  that  data  can  also  be  made 
available  through  a  separate  portal  to 
business  partners,  or  to  customers  via 
the  Internet. 

Special  security  and  authentica¬ 
tion  measures  must  be  taken  in  the 
Web  environment.  You  must  ensure 
that  only  qualified  people  can  access 
databases,  and  all  access  requests 
must  pass  through  a  firewall. 

In  addition  to  being  a  data  delivery 
platform,  the  Web  can  be  a  source  for 
BI  data.  Capturing  Web  logs  is  a  stan¬ 
dard  practice  on  Web  sites,  and  the 
ability  to  extract,  filter,  summarize 
and  report  the  log  data  for  click¬ 
stream  analysis  is  a  popular  BI  appli¬ 
cation  (dubbed  a  Web  warehouse). 
Click-stream  analysis  can  help  identi¬ 
fy  customer  interest,  gauge  the  effec¬ 
tiveness  of  Internet  advertisements 
and  track  the  results  of  promotions. 

Data  mining.  Analytical  models 
can  be  generated  to  find  and  exploit 
patterns  in  the  data.  This  offers  users 
data  that  can  help  them  increase  rev¬ 
enue  and  profits,  reduce  costs,  create 
innovative  product  strategies  and 
expand  market  share. 

Key  Phase  5  activities  include  the 
following: 

•  Determine  final  project  deliv¬ 
ery  requirements 

•  Design,  build  and  test  cus¬ 
tomized  BI  applications  (consider 
executive  dashboards,  mobile  appli¬ 
cations,  data  mining,  predictive  ana¬ 
lytics  and  others) 

•  Prepare  the  BI  application  for 
production 

•  Provide  training. 

With  these  activities  executed, 
you’ll  have  the  following  deliverables: 


It's  essential  that  you  man¬ 
age  a  BI  environment  the 
same  way  you  would  an 
operational  one. 

•  Multidimensional  cubes  driven 
by  historical  and  operational  infor¬ 
mation  stores 

•  Dynamic  querying  and  report¬ 
ing  systems 

•  BI  dashboards  for  executives  to 
run  ad-hoc  queries  and  get  a  real-time 
360-degree  view  of  the  enterprise 

•  Mobile  application  deploy¬ 
ment  for  process  optimization  and 
efficient  data  collection. 

Phase  6:  Managing  and  enhancing 
BI  applications  and  infrastructure 

Since  business- critical  decisions 
depend  on  BI,  it’s  essential  to  manage 
the  environment  as  you  would  an 
operational  one.  This  includes  man¬ 
agement  of  systems  and  help-desk 
|  procedures,  as  well  as  evaluation  of 
enhancements. 

When  planning  the  implementa¬ 
tion,  use  the  same  iterative  approach 
used  when  developing  the  BI  applica¬ 
tions  and  the  meta  data  repository. 
The  iterative  approach,  or  incremen¬ 
tal  rollout,  works  well  because  it 
reduces  the  risk  of  exposing  defects 
to  the  entire  enterprise.  It  also  lets 
you  informally  demonstrate  BI  con¬ 
cepts  and  features  to  businesspeople 
who  weren’t  directly  involved  in  the 
project.  Here  are  some  suggestions: 

•  Start  with  a  small  group  of 
business  users,  consisting  of  not  only 
power  users,  but  also  some  less  tech¬ 


nology-savvy  knowledge  workers  (as 
well  as  the  business  representatives 
who  were  involved  in  the  develop¬ 
ment  work). 

•  Treat  businesspeople  as  cus¬ 
tomers  and  keep  customer  care  in 
mind.  Trouble-free  implementation, 
interactive  training  and  ongoing  sup¬ 
port  will  help  you  get  buy-in. 

•  Take  the  opportunity  to  test 
your  implementation  approach.  You 
may  consider  adjusting  this  approach, 
or  modifying  the  application,  prior  to 
the  full  rollout. 

•  You  may  have  to  duplicate 
implementation  activities  at  multiple 
sites.  Adding  these  sites  slowly  over 
time  is  easier  than  launching  them  all 
at  once. 

Note  that  implementation  activi¬ 
ties  need  not  be  performed  linearly; 
some  can  be  done  concurrently. 

Growth  management.  The  data 
in  a  BI  environment  doubles  every 
two  years.  The  good  news  is  that  the 
cost  per  query  for  most  BI  environ¬ 
ments  goes  down  with  properly  man¬ 
aged  growth.  The  bad  news  is  that 
overall  cost  climbs,  assuming  more 
businesspeople  use  it  as  time  pro¬ 
gresses.  The  three  key  growth  areas  to 
watch  are  growth  in  data,  growth  in 
usage  and  growth  in  hardware. 

Growth  in  data  means  not  only 
adding  new  rows  to  tables,  but  also 
expanding  BI  target  databases  with 
additional  columns  and  tables. 
Adding  new  columns  to  a  dimension 
table  is  not  as  involved  as  adding  new 
dimension  tables  to  an  existing  star 
or  snowflake  schema,  which  usually 
requires  unloading  the  fact  table; 
adding  another  foreign  key  to  the  fact 
table;  recalculating  the  facts  to  a 
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lower  granularity  (because  of  the  new 
dimension);  and  reloading  the  table. 

BI  target  databases  need  lots  of 
disk  space,  with  their  workspace  and 
indexes  taking  up  as  much  as  40%  of 
that  space.  In  the  relational  world,  the 
data  is  only  a  fraction  of  the  overall 
database  size;  a  major  portion  of  it  is 
index  space.  Indexing  is  required  to 
provide  better  response  time  when 
enormous  volumes  of  data  are  read. 

When  calculating  space  require' 
ments,  it’s  prudent  to  use  the  stan- 
dard  maxim:  Calculate  how  large  the 
BI  target  databases  will  be  (including 
indexes),  then  triple  the  number. 

Another  key  growth  area  is  usage. 
This  is  a  good  problem  to  have;  sue- 
cessful  BI  applications  often  uncover 
a  pent-up  need  for  information 
throughout  the  enterprise.  This 
translates  into  more  people  using  BI 
—  and  requesting  new  applications. 
The  number  of  users  accessing  BI  tar¬ 
get  databases  can  double  or  triple 
every  year,  increasing  usage  exponen¬ 
tially.  And  users  want  to  slice  and 
dice  the  data  different  ways,  which 
increases  data  volume. 

Technicians  tend  to  view  growth 
in  usage  as  a  negative.  Managers, 
however,  think  of  it  as  a  positive 
development  —  as  long  as  there’s 
ROI.  Purchasing  or  updating  hard¬ 
ware  to  handle  the  growth  may  not  be 
a  concern  if  the  organization  is  mak¬ 
ing  a  sizable  profit  due  to  better  deci¬ 
sion-making  capabilities.  Therefore, 
growth  in  usage  may  mean  the  BI 
strategy  is  working. 

BI  target  databases  are  by  nature 
read-only  and  grow-only.  Therefore, 
the  key  is  to  stop  trying  to  conserve 
disk  space  if  the  applications  and 


data  are  helping  the  organization 
flourish. 

Hardware  is  the  third  key  growth 
area.  If  data  and  usage  increase  as  dis¬ 
cussed  above,  it’s  clear  that  hardware- 
architecture  scalability  is  vital.  But 
before  you  plan  five  years  ahead, 
remember  that  the  hardware  cost  is 
only  one  part  of  the  total.  Look  at  a 
planning  horizon  of  12  to  24  months; 
it’s  best  to  start  small  but  also  plan  for 
long-term  growth. 

One  important  hardware  factor  to 
consider  is  the  capacity  threshold  of 
your  BI  platform.  If  you  exceed  it,  you 
must  add  more  processors,  I/O  chan¬ 
nels,  independent  disk  controllers 
and  other  components  to  keep  the 
environment  at  an  acceptable  level  of 
performance. 

Also,  it’s  vital  to  remember  that 
the  server  platform  is  the  most  impor¬ 
tant  hardware  factor.  When  an  enter¬ 
prise  is  ordering  new  hardware  of  any 
kind,  there  must  be  enough  lead  time 
to  have  the  equipment  delivered,  test¬ 
ed  and  prepared.  Also,  note  that  par¬ 
allel  technology  is  an  absolute  must 
for  Very  Large  Databases.  The  ability 
to  store  data  across  disks,  and  to  have 
multiple  independent  disk  con¬ 
trollers,  play  a  critically  important 
role  in  BI  performance. 

Keep  in  mind  that  TCP/IP  is 
appropriate  for  most  hardware  plat¬ 
forms;  it  is  rapidly  becoming  a  stan¬ 
dard  for  scalability,  growth  consider¬ 
ations  and  multi-platform  environ¬ 
ments.  Finally,  consider  the  advan¬ 
tages  of  a  data  mart  approach  with 
separate  BI  target  databases.  This 
permits  scalability  in  smaller,  less 
expensive  increments. 

If  you  execute  all  Phase  6  activi¬ 


ties,  you’ll  find  yourself  with  the  fol¬ 
lowing  deliverables: 

•  A  functional  help  desk 

•  Fully  customized  training 
capabilities 

•  Functional  meta  data  reposito¬ 
ries  and  program  libraries 

•  Automated  ETL  processes 
with  automated  alert  mechanisms 

•  Operational  backup-and- 
recovery  procedures 

•  A  scheduled  evaluation  of  per¬ 
formance  levels  and  metrics 

•  Documented  processes  for 
issue  reporting  and  resolution. 

Conclusion 

Once  you’ve  investigated  all  six  BI 
implementation  phases,  it’s  clear  that 
BI  deployment  is  never  an  accident.  It 
requires  the  project  team  to  have  a 
thorough  understanding  of  the  appli¬ 
cation’s  complexity  and  its  cross- 
organizational  nature.  Moreover,  the 
team  must  cater  to  knowledge  work¬ 
ers’  needs  for  information  on  cus¬ 
tomers,  markets  and  the  competition. 

To  achieve  success,  your  BI  project 
team  needs  a  high  degree  of  innova¬ 
tion  and  discipline.  You  can  succeed 
by  deploying  BI  in  iterative  and  incre¬ 
mental  phases,  all  with  a  strong  focus 
on  best  practices  and  their  correspon¬ 
ding  methodologies. 

Your  enterprise’s  ability  to  effi¬ 
ciently  implement  BI  systems  in  a 
timely  manner  will  not  only  have  a 
significant  impact  on  your  profitabil¬ 
ity,  but  also  on  your  very  survival.* 


Part**  oi  this  white  paper  were  adapted  from 
"Business  Intelligence  Roadmap.  The  Complete 
Project  lifecycle  lor  Decision  Support 
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Intimate  Relationships  in  Bloom 

1  SOO-FLOWERS.COM  sees  revenue  hikes  after 
implementing  SAS  CRM  solutions 


By  marketing  convenience  in  addition  to  the  vari¬ 
ety  of  gifts  it  sells,  l-8OO-FLOWERS.COM  is  al¬ 
ways  ahead  of  the  competition  -  maybe  even  its 
customers.  In  a  move  to  expand  the  business  from  14 
flower  shops  in  New  York  City  in  the  1970s,  the  retailer’s 
CEO  Jim  McCann  acquired  the  1-800-FLOWERS.COM 
moniker  in  the  1980s  to  open  his  telephone  lines  for 
around-the-clock  ordering  from  anywhere  in  the  world. 


By  1992,  before  many  companies 
had  even  heard  of  the  Internet,  1-800- 
FLOWERS.COM  already  had  an  on- 
line  presence.  McCann  initiated  full- 
fledged  e-commerce  by  1995  in  antic¬ 
ipation  of  the  coming  Internet  boom. 
And  now,  in  the  early  2000s,  McCann 
says  1-SOO-FLOWERS.COM  is  once 
again  transforming  itself,  this  time 
from  a  company  that’s  based  on  oper¬ 
ational  excellence  to  one  that  is  root¬ 
ed  in  intimate  knowledge  of  its  cus¬ 
tomers.  1-8GO-FLOWERS.COM  is 
achieving  that  transition  with  SAS 
Customer  Relationship  Manage¬ 
ment  (CRM)  Solutions. 

“In  the  early  days,  our  success  was 
based  on  convenience,  reliability  and 
24-hour-a-day  accessibility,”  says 
Chris  McCann,  president  and  broth¬ 
er  of  the  CEO.  “Nowadays,  every¬ 


body’s  in  the  ship-to  business,  every¬ 
body’s  available  24/7.  The  founda¬ 
tions  of  our  early  success  have  be¬ 
come  a  commodity.  In  order  to  retain 
our  competitive  advantage,  we  have 
to  migrate  toward  becoming  a  cus¬ 
tomer-intimate  company.” 

Building  Solid  Relationships 

At  1-800-FLOWERS.COM,  SAS 
spans  the  entire  decision-support 
process  for  the  purpose  of  managing 
customer  relationships.  Collecting 
data  at  all  customer  contact  points, 
the  company  turns  that  data  into 
knowledge  for  understanding  and 
anticipating  customer  behavior, 
meeting  customer  needs,  building 
more  profitable  customer  relation¬ 
ships  and  gaining  a  holistic  view  of  a 
customer’s  lifetime  value. 


In  short,  1-800-FLOWERS.COM 
relies  on  SAS  to  turn  brand  loyalty  in¬ 
to  personal  relationships  with  10  mil¬ 
lion  customers.  Using  SAS  Enter¬ 
prise  Miner,  1-800-FLOWERS.COM 
sifts  through  data  to  discover  trends, 
explain  outcomes  and  predict  results 
so  that  the  company  can  increase  re¬ 
sponse  rates  and  identify  profitable 
customers. 

“Our  rationale  for  our  CRM  effort 
is  to  build  loyalty,”  Chris  McCann  ex¬ 
plains.  He  adds  that  while  cross-sell¬ 
ing  and  campaign  management  are 
certainly  important  features,  the  ulti¬ 
mate  goal  is  to  make  sure  that  when  a 
customer  wants  to  buy,  he  or  she  con¬ 
tinues  to  buy  from  1-800-FLOW- 
ERS.COM  and  cannot  be  captured 
by  a  competitor’s  marketing.  “To 
build  that  kind  of  loyalty,  you  have  to 
know  your  customers  and  build  a  sol¬ 
id  relationship  with  each  one  of 
them,”  says  McCann.  “That’s  where 
SAS  comes  in.” 

Identifying  Each  Customer 

At  1-800-FLOWERS.COM,  suc¬ 
cessful  CRM  isn’t  just  about  getting 
customers  to  buy  more.  It’s  about 
making  sure  that  when  they  decide  to 
purchase  a  gift  online  or  by  phone, 
they  “don’t  think  of  going  anywhere 
else  but  to  you,”  says  Aaron  Cano,  di¬ 
rector  of  database  marketing  at  1 
800-FLOWERS.COM.  “You  earn 
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that  loyalty  through  the  quality  of  re¬ 
lationship  you  offer  them,”  he  adds. 
“And  not  every  customer  wants  the 
same  relationship.  Some  want  you  to 
be  more  involved  with  them  than 
others;  some  will  give  you  different 
levels  of  permission  on  how  to  con¬ 
tact  them,  for  instance.  At  the  end  of 
the  day,  you  have  many  different  cus¬ 
tomers,  and  SAS  helps  us  identify 
who  they  are  and  how  they  would 
like  to  be  treated.” 

For  example,  one  customer  might 


"Our  rationale  for  our  CRM 
effort  is  to  build  customer 
loyalty."  -  Chris  McCann, 
1-800-FL0WERS.COM 


shop  once  a  year  to  purchase  roses  on 
Valentine’s  Day.  Odds  are,  that  cus¬ 
tomer  doesn’t  want  any  additional 
marketing  contact.  Another  cus¬ 
tomer  might  purchase  gifts  for  sever¬ 
al  friends  and  relatives  for  occasions 
throughout  the  year,  and  thus  might 
be  responsive  to  more  frequent  con¬ 
tact  and  special  of¬ 
fers.  Either  way, 
1-800- 
FLOW- 
ERS.COM 
can  recom¬ 
mend  gifts 
for  indi¬ 
vidual  re¬ 
cipients 
based  on  pro¬ 
files  they  put  to¬ 
gether  with  input 
from  the  customer. 
“We  plan  our 
campaigns  based  on 
that  intelligence,” 
Cano  explains.  “Some 
customers  like  for  us  to 
call  them  or  e-mail  them 
once  a  month  to  let  them 
know  about  different  occasions 
coming  up.  So  they’ll  register  spe¬ 
cific  dates  with  us  and  ask  for 
reminders.  They  might 
not  always  buy  from 
us,  but  they  do 
want  us  to  re¬ 


mind  them  of  the  occasion,  which 
certainly  increases  the  chances  that 
they  will  make  a  purchase.” 

Such  intense  focus  is  paying  off  — 
even  during  a  tough  economic  envi¬ 
ronment  for  retail.  In  the  third  quar¬ 
ter  of  fiscal  2003,  the  company  re¬ 
ported  revenues  of  $124.1  million,  up 
7.5%  over  the  same  period  in  2002. 
Online  revenues  jumped  13.6%. 

“Many  factors  contributed  to  our 
recent  revenue  growth,  and  our  use 
of  SAS  is  among  them,”  Chris  Mc¬ 
Cann  says.  “Because  SAS  is  giving  us 
access  to  better  customer  informa¬ 
tion,  we’ve  reduced  the  amount  of 
time  we  need  to  spend  on  the  phone 
with  our  customers,  which  makes 
better  use  of  their  time  as  well  as 
ours.  As  a  result,  we’re  saving  money 
and  increasing  customer  loyalty.  In 
fact,  while  using  SAS,  we’ve  in¬ 
creased  customer  retention  by  more 
than  15%.” 

Bill  Carson,  vice  president  of  ap¬ 
plication  solutions  at  1-800-FLOW- 
ERS.COM,  says  the  retailer  turned  to 
SAS  for  CRM  after  it  realized  that  all 
the  operational  data  it  was  collecting 
offered  an  enormous  amount  of 
strategic  value  beyond  ensuring  that 
transactions  worked  properly. 

“When  we  began  looking  at  soft¬ 
ware  to  use  as  our  primary  analytical 
tool,  some  of  our  technology  and 
marketing  people  w'ere  already  using 
SAS,”  Carson  recalls.  “Every  time  w'e 
would  look  at  something  new;  one  of 
those  people  would  say,  ‘We  don’t 
need  it.  SAS  already  does  that.’  Pretty 
soon,  w'e  got  the  idea.  Our  internal 
users  of  SAS  —  our  power  users  — 
W'ere  very  happy  with  SAS  as  a  solu¬ 
tion  provider.”  * 
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i  works,  step  by  step,  making  your  exec- 
I  utive  presentations  a  bit  easier  —  and 
j  perhaps  more  successful. 

But  what  I  particularly  like  about 
Viewlets  is  that  they  might  help  fore¬ 
stall  nettlesome  problems.  For  exam¬ 
ple,  if  customer  support  data  demon¬ 
strates  that  users  have  a  problem  when 
they  reach  a  certain  point  in  an  appli- 
:  cation,  you  can  design  a  Viewlet  to  pop 
up  and  help  them  avoid  oft-repeated 
mistakes.  The  Viewlet  can  even  direct 
them  to  a  particular  Web  site,  generate 
an  e-mail  or  give  them  an  example  to 
prevent  a  bad  user  experience. 

To  get  the  best  use  of  your  software 
investment,  you  need  highly  trained 
users.  Depending  solely  on  vendors’ 
material  to  train  users  isn’t  enough,  es¬ 
pecially  for  highly  customized  pro¬ 
grams.  Building  your  own  tutorials  on 
the  fly  with  minimal  fuss  and  expense 
might  be  the  answer.  I 

DAVID  MOSCHELLA 

Good  Things 
During  Baa 
Times 

ONE  OF  THE  great 
ironies  of  modern 
business  is  that  while 
it’s  only  natural  for  companies 

to  cut  back  and  be  cautious  during 
market  downturns,  these  are  also  the 
times  when  the  greatest  competitive 
gains  are  usually  made. 

The  historical  evidence  is  clear.  It’s 
during  prolonged  slumps  that  market 
positions  are  strengthened  and  major 
gains  in  share  are  possible.  Consider 
how  much  stronger  companies  such  as 
Amazon,  Yahoo  and  Google  are  now 
compared  with  a  year  or  two  ago. 

Boom  years  are  like  a  steadily  rising 
tide;  they  lift  all  but  the  leakiest  of 
boats,  resulting  in  a  false  sense  of  secu¬ 
rity.  But  when  the  inevitable  ebb 
comes,  the  weaker  companies  can’t 
keep  pace  and  often  disappear  entirely. 

How  does  this  matter  to  you?  Just 
about  every  major  economic  sector  is 
still  in  the  process  of  determining 
whether  online  market  leadership  will 
be  largely  the  preserve  of  new  players, 
or  whether  established  pre-Internet 
companies  will  be  able  to  extend  their 
success  into  e-commerce  domains.  In  a 
wide  range  of  industries,  what  I  refer 
to  as  value-chain  control  is  at  stake. 
Consider  three  examples:  iTunes, 


professional  baseball  and 
Orbitz/Opodo.  Apple  Com¬ 
puter  has  been  able  to  burst 
into  the  music  business 
with  iTunes  mostly  because 
the  established  recording 
industry  has  been  unable  to 
produce  online  services  that 
customers  want  to  buy.  In 
sharp  contrast,  Major 
League  Baseball  successful¬ 
ly  sells  its  games  directly 
over  the  Web,  bypassing  tra¬ 
ditional  broadcasting  part¬ 
ners.  Somewhere  in  be¬ 
tween  are  the  major  U.S. 

(Orbitz)  and  European  (Opodo)  air¬ 
lines,  which  have  decided  that  they 
shouldn’t  just  concede  the  online  trav¬ 
el  reservations  business  to  Expedia, 
Travelocity  and  countless  other  spe¬ 
cialists. 

Perhaps  the  most  surprising  exam¬ 
ple  of  the  old  vs.  new  dynamic  can  be 
found  in  the  world  of  online  payment 
systems.  Over  the  past  50  years,  the 
banking  industry  has  managed  to  own 


and  operate  just  about 
every  important  technolo¬ 
gy-based  payment  system 
—  credit  cards,  debit  cards, 
ATMs  and  the  rest.  How¬ 
ever,  thus  far,  it  has  missed 
the  opportunity  to  do  this 
on  the  Internet.  The  fact 
that  eBay  owns  PayPal  is  a 
compelling  example  of  a 
start-up  controlling  part  of 
the  value  chain  that  estab¬ 
lished  banks  have  tradition¬ 
ally  dominated. 

Similar  dynamics  exist  in 
the  health  care,  insurance 
and  automotive  industries  and  many 
other  consumer  and  business-to-busi- 
ness  sectors.  The  reality  is  that  the 
long-term  online  structure  (and  associ¬ 
ated  shareholder  value)  of  most  indus¬ 
tries  is  still  very  much  up  for  grabs. 
However,  both  business  history  and 
current  trends  suggest  that  the  Inter¬ 
net  leaders  of  tomorrow  are  much 
more  likely  to  emerge  out  of  today’s 
troubled  times  than  during  the  dot¬ 


com  boom,  when  far  too  much  empha¬ 
sis  was  put  on  long- disproved  first- 
mover  theories. 

Today,  many  CIOs  and  IT  shops  are 
struggling  to  justify  budgets  and  regain 
business  support.  Perhaps  a  good  way 
to  start  is  to  make  it  clear  that  the 
current  period  remains  both  more 
promising  and  more  dangerous  than 
many  people  think.  Restoring  a  sense 
of  strategic  urgency  to  IT’s  high-pro¬ 
file  projects  would  go  a  long  way  to¬ 
ward  restoring  the  prospects  for  our 
business. 

When  was  the  last  time  you  asked 
your  business  colleagues  whether  your 
company  is  gaining  online  value-chain 
control  or  losing  it?  With  the  end  of 
the  IT  downturn  now  coming  into 
view,  the  leadership  window  is  clearly 
closing.  There  may  never  be  better  op¬ 
portunities  than  there  are  right  now.  ► 

WANT  OUR  OPINION? 

OMore  columnists  and  links  to  archives  of  previous 
columns  are  on  our  Web  site: 
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ERP  Still  Delivers 

I  WANT  TO  TO  TAKE  a  moment  to 
dispel  the  myth  that  ERP  applica¬ 
tions  and  other  IT  functions  no 
longer  provide  competitive  advan¬ 
tages  to  the  organizations  that  use 
them  [“Time  to  Outsource  ERP?" 
QuickLink  40020],  While  it's  true 
that  installing  an  off-the-shelf  ERP 
application  won’t  provide  a  compet¬ 
itive  advantage,  there  are  still  differ¬ 
ences  among  ERP  applications, 
and  installing  the  wrong  one  or  in¬ 
stalling  one  without  the  correct 
configuration  can  place  a  company 
at  a  competitive  disadvantage.  Be¬ 
yond  that,  competitive  advantages 
are  gained  by  innovating.  However, 
the  fallout  from  the  '90s  hype  has 
scared  many  companies  away  from 
being  innovative. 

During  recessions,  many  compa¬ 
nies  look  for  ways  to  cut  costs.  Tra¬ 
ditionally,  IT  has  been  leveraged  to 
help  reduce  other  business  costs, 
but  the  '90s  fallout  has  companies 
looking  squarely  at  IT  as  something 
that  can  be  scaled  back.  Compa¬ 
nies  have  commoditized  IT,  so  it 
has  become  function-based.  But 
technology  is  about  innovation  - 
about  finding  fresh  ways  to  connect 
with  customers  and  about  expand¬ 
ing  the  reach  of  an  organization. 

If  a  company  wants  to  cut  costs, 


it  can  outsource  pretty  much  what¬ 
ever  it  wants  to  as  long  as  it  com¬ 
moditizes  it  first.  But  if  it  wants  to 
use  ERP  in  innovative  ways  to  grow 
the  business,  then  it’s  never  the 
right  time  to  outsource  it.  Outsourc¬ 
ing  firms  focus  on  minimizing  the 
cost  of  delivering  a  service.  In- 
house  employees  focus  on  maxi¬ 
mizing  returns.  I  can't  tell  an  individ¬ 
ual  company  what  it  should  do,  but  I 
know  what  I  believe  in:  growing  the 
business. 

Wally  Garneau 
Caledonia,  Mich. 


Defusing  Mac  Myth 

Michael  gartenbercs  col¬ 
umn  “Mac  Myths  and  IT" 
[QuickLink  40412]  was  concise  and 
factual.  I  get  rather  fed  up  with  the 
cry  that  “there’s  no  software  for  the 
Mac”  from  Windows  users  who  use 
little  more  than  Microsoft  Office. 
John  Davis 

Manager,  The  Pitt  School, 

Sapporo,  Japan, 

pitt _jd@abox22.so-net.ne.jp 


CRM  Readiness 

THE  ARTICLE  “CRM:  Ready  or 
Not?"  [QuickLink  40302]  says 
that  a  company  must  have  5,000 
customers  or  more  to  consider  the 


application  of  CRM  systems.  That  is 
just  plain  wrong. 

Very  few  industrial  product  sup¬ 
pliers  have  as  many  as  5,000  cus¬ 
tomers.  In  the  electronic  OEM 
business,  a  rule  of  thumb  is  one 
sales  service  rep  per  100  viable  cus¬ 
tomers.  Very  large  component  man¬ 
ufacturers  have  fewer  than  500 
paying  customers,  which  means 
they  have  only  five  sales  service 
reps.  These  large  component  sup¬ 
pliers  have  gross  sales  on  the  order 
of  $150  million,  which  means  a 
sales  service  rep  handles  $30  mil¬ 
lion  in  sales  per  year,  with  an  aver¬ 
age  customer  value  of  about 
$300,000. 

Bill  Mullin 

Consultant,  Wild  Oats  &  Co. 
North  Myrtle  Beach,  S.C. 


SCO’s  Rights 

Perhaps  the  silent  majority  in 
the  IT  world  is  not  behind  SCO 
President  and  CEO  Dari  McBride, 
but  most  businessmen  who  place  a 
value  on  intellectual  property  and 
the  capitalist  system  probably  are. 
Most  of  us  like  to  be  paid  for  the  val¬ 
ue  of  our  efforts.  Any  company  that 
develops  software  that  provides  it 
with  a  competitive  edge  is  unlikely 
to  be  happy  if  that  information 
shows  up  as  open-source.  If  their 


employees  have  any  sense,  they  will 
be  unhappy  as  well. 

Mark  Stephens 

President,  The  Stephens  Group 
Inc.,  Charlotte,  N.C. 

SCO  IS  CLEARLY  WRONG 

[“SCO’s  Linux  Fight,”  special 
coverage  page,  QuickLink  a3260]. 

It  had  sold  its  own  Linux  distribution 
with  all  of  the  same  code  that  it  now 
claims  intellectual  property  rights  to 
until  it  saw  a  way  to  make  a  lot  of 
money  doing  nothing.  It’s  as  if  I  had 
written  a  program  and  told  everyone 
they  could  have  it  for  free,  then  two 
years  later  said,  “OK,  now  you  have 
to  pay  me  for  it." 

Dave  Blomberg 
Systems  engineer,  Tokyo, 
cybersekkin@hotmail.com 

COMPUTERWORLD  welcomes 
comments  from  its  readers.  Letters 
will  be  edited  for  brevity  and  clarity. 
They  should  be  addressed  to  Jamie 
Eckle,  letters  editor,  Computerworld, 
P0  Box  9171, 500  Old  Connecticut 
Path,  Framingham,  Mass.  01701. 
Fax:(508)879-4843. 

E-mail:  letters@computerworld.com. 
Include  an  address  and  phone  num¬ 
ber  for  immediate  verification. 
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Take  off  to  parts  unknown  with  an  IBM  ThinkPad®  wireless  notebook. 
The  world’s  easiest  way  to  switch  between  wired  and  wireless. 

Wherever  you  want  to  work,  the  sky  is  the  limit  when  you  have  IBM  ThinkPad 
notebooks  with  Access  Connections  software  and  wireless  Intel®  Centrino™  mobile 
technology  (on  select  models).  Now  it’s  easier  than  ever  to  switch  between  wired  and 
wireless  networks  —  whether  you’re  at  an  airport,  the  office,  an  Internet  cafe,  even 
your  kitchen.1  So  consider  the  IBM  ThinkPad  wireless  notebook,  and  experience  a 
whole  new  level  of  wireless  possibilities.  think  freedom 
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NEW!  IBM  ThinkPad  T40 

•  ■:&*  "  ■  c'"  '  ■■  > 

Distinctive  IBM  Innovations: 

•  Access  Connections  -  easiest  wired  and 
wireless  connectivity 

•  IBM  Embedded  Security  Subsystem  2.0 

System  Features: 

•  Intel  Centrino™  mobile  technology 

-  Intel  Pentium  M  processor  1.3GHz  supports 
Enhanced  Intel  SpeedStep  technology' 

-Intel  PRO/Wireless  Network 
Connection  802.1 1  b' 

•  14.1"  XGA  TFT  Display  (1024x768) 

•  256MB  DDR  SDRAM  std/2GB  max 

•  30GB  hard  drive1 

•  Ultrabay™  Slim  DVD-ROM 

•  5.0-hr  battery  life"  •  4.5-lb  travel  weight 

•  Microsoft  Windows  XP  Professional 

•  1-yr  system/battery  limited  warranty 


S1 ,549 


IS  NavCode  2378D2U-M530 

ServicePac  Service  Upgrade: 

3-yr  Onsite  Repair/9x5/Next  Business 
Day  Response 
(#30L9195)  *243 

NEW!  IBM  ThinkPad  R40 

Distinctive  IBM  Innovations: 

•  Access  Connections  -  easiest  wired  and 
wireless  connectivity 

•  IBM  Embedded  Security  Subsystem  2.0 

System  Features: 

•  Intel  Centrino™  mobile  technology 

-  Inter  Pentium  M  processor  1.3GHz  supports 
Enhanced  Intel  SpeedStep  technology 

-  Intel  PRO/  Wireless  Network 
Connection  802.11b' 

•  14.1"  XGA  TFT  Display  (1024x768) 

•  256MB  DDR  SDRAM  std/IGB  max 

•  20GB  hard  drive 

•  Ultrabay  Plus  CD-RW7DVD-R0M  combo  drive 

•  6.1-hr  battery  life  •  5.6-lb  travel  weight 

•  Microsoft  Windows  XP  Professional 

•  1-yr  system/battery  limited  warranty 
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varies  by  machine,  but  may  include  the  processor,  power  supply,  heat  sink,  system  board  or  base  cover.  To  determine  the  complete  list  of  parts  for  which  onsite  service  is  available  for  a  particular  machine,  contact  IBM.  IBM  will  attempt  to  diagnose  and  resolve  any  problems  remotely  oefore  sending 
a  replacement  part  or  technician.'These  services  are  available  for  machines  normally  used  for  business,  professional  or  trade  purposes,  rather  than  personal,  family  or  household  purposes.  Not  all  machine  types  and  models  are  covered  Service  period  begins  with  the  equipment  date  ol  purcha.t 
Service  must  be  purchased  during  the  original  limited  product  warranty  period.  Service  levels  are  response-time  objectives  and  are  not  guarantees.  A  service  technician  is  scheduled  to  arrive  at  your  location  within  two  or  four  business  hours  or  the  next  business  day  (depending  on  service)  after  remote 
problem  determination  is  completed.  For  the  9x5x4-hour  service,  calls  dispatched  after  1 :00  p.m.  local  time,  you  can  expect  the  service  technician  to  arrive  by  the  morning  of  the  next  business  day.  For  noncritical  service  requests,  a  service  technician  will  arrive  by  the  end  ol  the  following  busines''  day 
If  the  machine  problem  turns  out  to  be  a  Customer  Replaceable  Unit  (CRU).  IBM  will  express  ship  the  part  to  you  for  quick  replacement.  Onsite  24x7x2-hour  service  is  not  available  in  all  locations.  External  peripherals,  such  as  racks,  tape  drives  and  channel  controllers,  require  their  own,  separate  service 
coverage:  they  are  not  covered  under  the  attached  Machine.  Service  activation  is  required  immediately  following  purchase.  For  ThinkPad  notebooks  requiring  LCD  or  other  component  replacement,  IBM  may  choose  to  perform  service  at  the  depot  repair  cen.er  For  faiimg  non-IBM  components,  custom v 
must  provide  replacement  part  unless  IBM  has  a  Technical  Support  Agreement  with  the  manufacturer.  Service  does  not  cover  accessories,  supply  items  and  certain  parts  such  as  batteries,  trames  and  covers. "Standard  shipping  included  when  you  ordei  onl.ne  u.S  on,,  Witt;  Intel  SpeedStep,  pror  essor 
speed  may  be  reduced  to  conserve  battery  power.  IBM  reserves  the  right  to  alter  product  offerings  and  specifications  at  any  time,  without  notice.  IBM  is  not  responsible  for  photographic  or  typographic  errors.  All  IBM  product  names  are  registered  trademarks  or  trademarks  of  International  Busines ; 
Machines  Corporation  in  the  U.S.  and  other  countries.  Lotus  and  SmartSuite  are  registered  trademarks  of  Lotus  Development  Corporation,  an  IBM  Company  Intel,  Intel  Inside,  the  Intel  Inside  logo.  Celeron.  Intel  Centrino,  the  Intel  Centrino  logo  and  Pentium  are  tiademarks  or  registered  trademarks  of 
Intel  Corporation  or  its  subsidiaries  in  the  U.S.  and  other  countries.  Microsoft  and  Windows  are  trademarks  or  registered  trademarks  of  Microsoft  Corporation.  Other  company,  product  and  service  names  may  be  trademarks  or  service  marks  of  others  ©  2003  IBM  Corp  All  rights  reserved 


The  New  Symmetrix  DMX 


EMC2 

where  information  lives 


The  world’s  leading  information  storage  system  just  got  better.  Introducing  the  enhanced 
Symmetrix  '  DMX.  New  high-end  and  entry-level  options.  The  industry’s  best  non-disruptive 
capabilities.  The  ability  to  replicate  more  data,  more  cost-effectively  —  across  the  room  or 
across  the  ocean.  Rapid  innovation  from  EMC,  where  information  lives. 


EMC.com/dmx  i.866.symm.dmx/i.866. 796.6369 


EMC2,  EMC.  and  Symmetrix  are  registered  trademarks  and  Direct  Matrix  Architecture  and  where  information  lives  are  trademarks  of  EMC  Corporation. 
All  other  trademarks  used  herein  are  the  property  of  their  respective  owners.  ©  2003  EMC  Corporation.  All  rights  reserved. 
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IT’s  Global  Itinerary 

CIOs  like  Kim  Ross  of  Nielsen  Media  Research  (left) 
are  getting  marching  orders  to  take  some  IT  operations 
offshore,  in  what’s  called  an  “irreversible  megatrend.” 
But  the  field  is  getting  more  complex,  too.  Page  26 


Selecting  the  Right  Offshore  Vehicle 

Columnist  Bart  Perkins  says  there  are  different 
types  of  offshore  outsourcing  vendors,  and  it’s 
wise  to  pick  the  type  that  fits  your  company’s 
culture,  requirements  and  risk  profile.  Page  46 


SPECIAL 

REPORT 


Offshore  Buyer’s  Guide 


A  coimtry-by-country  guide  to  offshore  and  near-shore  IT  outsourcing. 


I’M  prepared  for  the  backlash  from  daring 
to  run  a  special  report  on  offshore  outsourc¬ 
ing.  The  O-word  always  triggers  a  stream  of 
e-mail  invective  from  displaced  IT  workers. 
Of  course,  I’m  sympathetic  to  the  plight  of 
IT  workers  in  the  U.S.  who  get  laid  off,  or  worse, 
have  to  train  their  foreign  replacements  and  then 
get  laid  off.  (And,  no,  I  wouldn’t  like  to  be  re¬ 
placed  by  an  editor  in  India  who  might  work  at 
half  the  cost.)  I’m  also  aware  of  the  security  risks 
of  having  mission-critical  code  written  by  people 
whose  loyalties  are  unknown. 

But  the  cold,  often  cruel  fact  is  that  offshore 
outsourcing  is  an  “irreversible  megatrend,”  as  a 
Gartner  analyst  put  it. 

CEOs  and  chief  financial  officers  are  demand¬ 


ing  it.  CIOs  are  even  demanding  that  their  U.S.- 
based  service  providers  get  at  least  some  of  the 
work  done  offshore  to  save  money. 

It’s  much  like  the  loss  of  U.S.  textile  jobs  to 
overseas  manufacturers.  For  years,  our  shirts,  TVs 
and  PCs  have  been  manufactured  elsewhere.  Now 
globalization  has  come  to  the  corporate  IT  depart¬ 
ment,  too,  whether  we  like  it  or  not. 

Welcome  to  the  world  of  offshore  software 
manufacturing.  India  is  the  clear  leader  by  a  large 
margin,  but  other  countries  are  nipping  at  its 
heels,  promising  lower  costs  or  special  advan¬ 
tages.  So  we’ve  produced  a  guide  to  the  strengths, 
weaknesses  and  risks  in  11  countries  on  the  CIO’s 
horizon.  Better  to  know  what  you’re  getting  into, 
n’est-ce  pas? 


One  trend  to  watch  is  “daisy-chaining,”  in  which 
U.S.  vendors  farm  out  work  to  a  firm  in  India, 
which  then  subcontracts  parts  of  the  job  to  even 
cheaper  locations.  (Headline  of  the  future:  “India’s 
Programmers  Protest  Outsourcing.”) 

Eventually,  it  seems,  CIOs  will  just  negotiate  a 
good  contract  with  an  outsourcing  vendor  and  let 
them  worry  about  where  the  work  gets  done.  0 


Mitch  Betts  (mitch_betts@computerworld.com)  is 
Features  editor  at  Computerworld. 
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By  next  year,  80%  of  CIOs  will  have  marching 
orders  to  take  some  IT  offshore.  By  Julia  King 


lobalization  will  hit  virtually  all 
large  corporate  IT  departments  within 
the  next  year.  By  2004,  eight  out  of  10 
CIOs  will  have  direct  marching  orders 
to  move  offshore  at  least  part  of  the 
technology  services  they  provide  to 
their  businesses.  Four  out  of  10  compa¬ 
nies  will  already  have  done  so,  according  to  research 
from  Gartner  Inc.  in  Stamford,  Conn. 

“We  see  this  as  an  irreversible  megatrend,”  says 


Gartner  analyst  Rita  Terdiman.  The  short-term  rea¬ 
son:  Cost  savings  that  can  run  as  high  as  40%  are 
simply  too  compelling  to  ignore  in  today’s  economy. 
Moreover,  outsourcing  helps  companies  realize 
longer-term  strategic  goals  to  increase  IT  staffing 
flexibility  and  gain  access  to  an  expanding  base  of 
world-class  IT  skills,  so  they  can  quickly  respond  to 
business  opportunities.  On  the  financial  side,  compa¬ 
nies  want  to  purge  their  books  of  as  many  fixed  IT 
costs  as  possible. 


“I  can’t  think  of  a  single  meeting  I’ve  had  with  a 
client  in  the  last  year  without  offshore  being  a  topic,” 
says  Bob  Pryor,  who  heads  the  global  outsourcing 
practice  at  Cap  Gemini  Ernst  &  Young.  “Some  users 
are  demanding  that  as  much  as  80%  of  a  contract’s 
work  be  sent  offshore.” 

And  just  for  the  record,  Gartner  research  as  well 
as  Computerworld  interviews  with  more  than  two 
dozen  CIOs  indicate  that  backlash  from  IT  job  losses 
in  the  U.S.  is  having  little,  if  any,  effect  on  companies’ 
outsourcing  plans.  As  one  IT  director  at  a  multi- 
billion-dollar  global  electronics  company  put  it, 
“When  the  train  is  coming  down  the  tracks,  it  doesn’t 
do  you  any  good  to  stand  on  them.” 

But  global  outsourcing  isn’t  just  about  getting  pro¬ 
grammers  in  India  to  do  routine  code-fixing  any¬ 
more.  The  field  has  gotten  more  complex,  with  new 
players,  new  strategies  and  new  concerns.  Here’s  a 
rundown  of  the  latest  trends  in  offshore  outsourcing. 

Multisourcing 

Users  are  increasingly  doing  business  with  mul¬ 
tiple  service  providers  in  different  countries, 
depending  on  where  they  can  find  the  best 
skills  for  the  best  price.  This  holds  true  even  if  a 
company’s  primary  services  provider  is  one  of  the 
large  domestic  outsourcers,  such  as  IBM  Global  Ser¬ 
vices  or  Accenture  Ltd.,  because  those  companies  are 
aggressively  tapping  the  offshore  pool  of  IT  and  busi¬ 
ness  skills.  IBM  Global  Services  is  India’s  fifth-largest 
employer,  and  in  March,  Accenture  opened  a  facility 
in  Dalian,  China,  with  100  IT  workers  to  perform  ap¬ 
plications  development  and  maintenance,  systems  in¬ 
tegration  and  business  process  outsourcing. 

Electronic  Data  Systems  Corp.  currently  has  about 
1,000  IT  workers  in  India  and  will  employ  20,000 
workers  in  other  offshore  locations  by  next  year. 

Last  year,  Plano,  Texas-based  EDS  launched  its  Best 
Shore  service,  which  involves  sending  work  offshore 
to  be  performed  at  one  or  more  of  its  16  IT  facilities 
in  11  countries. 

“Global  outsourcing  is  a  $550  billion  industry,  yet 
the  top  five  players  don’t  command  a  20%  market 
share,”  notes  Accenture  CEO  Joe  Forehand.  “There’s 
no  one  provider  who  is  best-of-class  across  all  ser¬ 
vices,”  which  means  multisourcing  will  only  contin¬ 
ue  to  accelerate,  he  says. 

The  upshot  for  IT  managers:  “Expect  a  more  com- 
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plex  [outsourcing]  environment,”  cautions  John 
Schmidlin,  CIO  at  J.P.  Morgan  Chase  &  Co.,  which 
has  a  $5  billion,  seven-year  outsourcing  contract  with 
IBM.  “This  stuff  is  very  complicated  and  intricate.” 

Reshuffling  Skills 

As  applications  development  and  mainte¬ 
nance  move  offshore,  corporate  IT  depart¬ 
ments  are  rebalancing  their  mix  of  in-house 
skills,  de-emphasizing  technical  acumen  in  favor  of 
managerial  experience  and  business  process  knowl¬ 
edge.  “The  skills  you  really  need  in-house  are  busi¬ 
ness  analysis  skills.  A  business  analyst  is  somebody 
who  understands  process  mapping,  data  modeling 
and  system  prototyping,”  says  Mike  Hugos,  CIO  at 
Network  Services  Co.,  a  $6.8  billion  distribution  co¬ 
operative  in  Mount  Prospect,  Ill.  The  company  cur¬ 
rently  outsources  its  Web-based  order  management 
system  to  a  domestic  services  provider,  but  is  consid¬ 
ering  moving  other  IT  services  offshore. 

In  addition,  IT  architects  “who  look  at  new  tech¬ 
nologies  and  decide  which  ones  to  adopt”  are  ex¬ 
tremely  important  in  an  outsourced  environment, 
says  Kim  Ross,  CIO  at  New  York-based  Nielsen  Me¬ 
dia  Research  Inc.,  which  since  1995  has  been  out¬ 
sourcing  IT  work  to  Cognizant  Technology  Solutions 
Corp.,  an  Indian  outsourcer  with  U.S.  headquarters 
in  Teaneck,  N.J.  “In  our  outsourcing  model,  the  se¬ 
quence  of  activities  is  that  our  [in-house]  people  de¬ 
termine  the  business  need  and  translate  that  to  re¬ 
quirements,”  Ross  says.  “The  requirements  are  then 
handed  over  to  the  outsourcer  for  implementation.” 

Contracting,  negotiation,  compliance  monitoring, 
financial  and  accounting  skills  are  also  critical  in  an 


increasingly  complex  multisourced  IT  environment, 
according  to  Schmidlin.  “We  spend  a  lot  of  time  on 
who’s  doing  what  and  on  whose  nickel,”  he  says. 

“Our  focus  this  year  is  to  move  people  in  more 
technical  roles  into  business  process  roles  and  to 
move  the  more  technical  work  offshore,”  says  an  IT 
manager  at  a  large  electronics  manufacturer  that 
has  outsourced  IT  support  for  both  mainframe 
and  distributed  software  applications  to  offshore 
service  providers.  The  manager  requested  anonymi¬ 
ty.  Internally,  the  manager  says,  the  emphasis  is  on 
developing  business  account  managers  who  are 
IT  professionals  that  work  with  end  users  to  “dis¬ 
cover  and  recommend  ways  to  use  IT  to  improve 
business  processes.” 

Emergence  of  New  Services 

According  to  a  June  joint  study  by  IDC,  an  IT 
market  research  firm  in  Framingham,  Mass., 
and  TPI,  an  outsourcing  advisory  firm  in  The 
Woodlands,  Texas,  42%  of  all  outsourcing  engage¬ 
ments  have  an  offshore  component,  and  this  “will 
continue  to  spread  to  new  segments  and  deepen  its 
hold  on  the  industry.”  Business  process  outsourcing 
is  the  fastest-growing  segment  of  the  market,  and  off¬ 
shore  providers  are  expected  to  take  on  an  increas¬ 
ing  volume  of  human  resources,  call  center,  finance 
and  accounting  functions. 

Beyond  that,  outsourcers  are  expanding  their 
reach  even  further  with  industry-specific  offerings. 
For  example,  Accenture  processes  more  than  30  mil¬ 
lion  meter  readings  for  the  utility  industry  and  300 
million  airline  reservations  annually.  Both  services 
are  examples  of  the  so-called  “industrialization  of 
IT,”  which  is  the  ability  to  process  certain  standard¬ 
ized  transactions  on  a  global  basis. 

Service  providers  in  India,  which  are  especially 
renowned  for  their  software  development  discipline, 
are  expanding  their  services  to  include  consulting 
and  training  in  software  design  and  development. 
Bangalore,  India-based  Wipro  Ltd.,  for  example,  re¬ 
cently  launched  a  consulting  arm  that  specializes  in 
training  companies  in  the  Software  Engineering  In¬ 
stitute’s  Capability  Maturity  Model. 

Another  fast-growing  offshore  outsourcing  seg¬ 
ment  is  infrastructure  services,  including  desktop 
support,  help  desk,  and  various  network  monitoring 


Reduce/control  costs 
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agers  in  the  U.S.;  respondents  were  asked 
to  select  the  three  most  important  reasons. 
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and  management  functions.  That  niche  now  ac¬ 
counts  for  80%  of  Wipro’s  annual  revenue,  up  from 
just  1%  a  few  years  ago,  according  to  CEO  Vivek  Paul. 

4  Offshore  Handoffs 

Outsourcers,  like  users,  are  also  looking  to 
reduce  their  fixed  IT  costs.  To  do  so,  experts 
predict,  service  providers  will  sell  a  growing 
portion  of  their  fixed  IT  assets  back  to  hardware  and 
software  vendors,  such  as  Sun  Microsystems  Inc.  and 
Dell  Inc.,  then  lease  those  assets  to  run  applications 
and  other  services  for  their  enterprise  customers. 

In  another  so-called  daisy-chaining  trend,  large, 
mature  offshore  outsourcing  vendors,  particularly 
those  in  India,  are  subcontracting  IT  work  to  newer, 
lower-cost  market  entrants  in  China,  Vietnam  and 
other  countries. 

Most  U.S.-based  global  outsourcing  vendors  have 
also  formally  partnered  with  specific  offshore 
providers.  For  example,  Deloitte  Consulting  in  New 
York  has  a  deal  with  iGate  Corp.  in  Pittsburgh  to  pro¬ 
vide  IT  services  in  India,  and  EDS  partners  with 
Satyam  Computer  Services  Ltd.  in  Hyderabad,  India. 

Experts  say  that  user  companies  looking  for  the 
best  cost  savings  must  allow  outsourcing  vendors  to 
perform  services  in  a  way  that  will  enable  them  to 
achieve  the  greatest  economies  of  scale.  “It  should 
not  matter  to  the  user  which  hardware  or  software 
the  vendor  uses  if  the  user  has  outsourced  the  [busi¬ 
ness]  outcome  to  the  outsourcer,”  says  Martin  Cole, 
head  of  Accenture’s  outsourcing  business. 

5  Pricing  Ups  and  Downs 

Despite  outsourcing  experts’  repeated  advice 
against  basing  offshore  decisions  on  cost 
alone,  the  reality  in  today’s  economy  is  that 
cost  savings  are  what  motivate  many  companies’  off¬ 
shore  choices.  Of  252  senior  and  corporate  IT  man¬ 
agers  interviewed  by  Computer-world,  and  Concord, 
Mass.-based  InterUnity  Group  Inc.  this  spring,  44% 
ranked  reducing  and  controlling  costs  as  their  No.  1 
reason  for  outsourcing  to  non-U.S.  locations. 

“The  cost  savings  have  to  be  there,”  says  Nielsen’s 
Ross.  “One  of  our  ground  rules  is  to  avoid  spending 
more  money  [than  it  would  cost  to  do  the  same  work 
in-house].  We  see  20%  to  30%  savings  on  projects  on 
the  average.” 

But  today’s  offshore  cost  savings  won’t  last  indefi¬ 
nitely.  Increasing  demand  will  inevitably  drive  up  la¬ 
bor  costs  in  mature  offshore  centers,  such  as  India, 
where  Gartner  analyst  Partha  Iyengar  expects  de¬ 
mand  to  outstrip  supply  within  five  years. 

For  now,  though,  some  users  are  opting  to  take 
vendors  up  on  offers  of  discounts  of  up  to  5%  in  ex¬ 
change  for  lengthening  the  terms  of  existing  offshore 
contracts.  Still,  experts  warn  that  users  should  be 
wary  of  lowest-cost  deals.  That’s  because  as  demand 
goes  up,  so  will  wages,  which  will  drive  up  offshore 
vendors’  costs.  With  financial  contract  terms  locked 
in  with  users,  vendors  will  have  little  choice  but  to 
decrease  service  levels  to  contain  their  own  costs. 

The  bottom  line,  according  to  analysts  and  CIOs 
happy  with  the  benefits  achieved  through  outsourc¬ 
ing,  is  that  those  companies  that  haven’t  done  so  are 
missing  the  boat.  Schmidlin  says  the  biggest  lesson 
he  learned  from  offshore  outsourcing  is  that  he 
wished  he  had  done  it  five  years  earlier  than  he  did.  I 
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j  When  it  comes  to  the  market,  Bloomberg  isn’t  afraid  to  take  a  unique  perspective. 
I  That’s  why,  everywhere  you  look,  Bloomberg’s  corporate  offices  are  filled  with 
streaming  financial  news  on  displays  from  Samsung  —  the  world’s  leadif%<nanufacturer  of  TFT- LCD  displays. 
From  columns  on  the  wall  to  displays  in  the  floor,  Samsung  monitors  set  themselves  apart  by  delivering 
superior  technology  and  stylish  design.  And  the  new  SyncMaster  192T  is  no  exception.  With  that  kind  of 
outlook,  it’s  easy  to  be  bullish  about  Samsung. 
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An  abundance  of  low-cost 
labor  and  a  reputation  for 
high-quality  work  will,  for 
the  next  several  years,  con¬ 
tinue  to  make  India  one  of 
the  top  outsourcing  desti¬ 
nations  for  U.S.  companies  looking  to 
cut  IT  development  and  maintenance 
costs. 

But  a  lack  of  industry-specific  con¬ 
sulting  skills  and  market  presence  in 
the  U.S.  could  limit  the  appeal  of  Indi¬ 
an  vendors  for  upstream  IT  consulting 
work  in  the  future,  observers  say. 

“India  Inc.  as  a  brand  has  become 
very  visible,”  says  Pavan  Kumar  Mad- 
dali,  a  vice  president  at  Hyderabad,  In¬ 
dia-based  Satyam  Computer  Services 
Ltd.  “No  vendor  needs  to  have  a  ‘Why 
India?’  slide  in  their  PowerPoint  pre¬ 
sentations  any  longer.” 

Even  so,  “Indian  companies 
are  still  positioned  primarily 
as  a  cost-efficiency  play”  and 
not  as  upstream  consultants, 
says  Debashish  Sinha,  an  analyst 
at  Gartner  Inc.  “Though  the  top- 
tier  companies  are  spending  a  sig¬ 
nificant  amount  on  branding  and 
marketing,  they  still  don’t  have  the 
same  [name  recognition]  as  the  U.S. 
majors  do,”  he  adds. 

Satyam  and  other  Indian  IT  services 
companies  have  enjoyed  tremendous 
growth  in  recent  years  by  delivering 
cheap  labor  and  quality  work.  The  Na¬ 
tional  Association  of  Software  and  Ser¬ 
vices  Companies  (Nasscom),  India’s 
software  trade  association,  projects 
that  the  country’s  IT  services  industry 
will  grow  nearly  28%  this  year  to  more 
than  $12  billion  in  revenue,  at  current 
exchange  rates.  More  than  70%  of  that 
revenue  will  come  from  U.S.  compa¬ 
nies,  with  some  contracts  exceeding 
$40  million,  according  to  Nasscom. 

Major  Indian  vendors  such  as  Tata 
Consultancy  Services  (TCS),  Wipro 
Ltd.  and  Infosys  Technologies  Ltd.  rou¬ 
tinely  sell  to  Fortune  500  companies, 


INDJA 


RANKING  RATING 


Political  stability 


IT  skills  availability 


IT  and  network  infrastructure  43  Low 


$6,400 


METHODOLOGY:  Ratings  are  based  on  the  rankings  of  48 
developed  countries.  Countries  ranked  1  to  15  received  a 
High  rating;  16  to  33  were  rated  Medium;  and  34  to  48  were 
ranked  Low. 

Bounces  HOWARD  RUBIN,  META  GROUP  INC. 
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and  they  are  now  able  to  begin  com¬ 
peting  with  IT  services  giants  such  as 
IBM,  Electronic  Data  Systems  Corp. 
and  Accenture  Ltd. 

Despite  rising  costs  and  increased 
competition,  India’s  low-cost  labor 
pool,  which  has  fueled  much  of  this 
growth,  will  continue  to  be  a  magnet 
for  U.S.  companies  desperate  to  shed 
costs  in  a  down  economy,  Sinha  says. 

U.S.  firms  that  outsource  to  Indian 
vendors  can  typically  reduce  project 
costs  by  50%  to  70%  compared  with 
doing  it  at  home,  says  Jim  Honerkamp, 
CIO  at  Ciopay  Corp.,  a  $1  billion,  Ma¬ 
son,  Ohio-based  manufacturer  of  com¬ 
mercial  doors. 


For  less  than  30%  of  what  it  would 
pay  in  the  U.S.,  Ciopay  is  getting  Hy¬ 
derabad-based  Sierra  Atlantic  Inc.  to 
develop  and  maintain  its  Oracle  Corp. 
environment.  Even  projects  that  re¬ 
quire  staff  to  be  located  at  Clopay’s 
U.S.  facilities  are  about  50%  cheaper, 
under  the  fixed-price  contract  that 
Ciopay  has  negotiated  with  Sierra. 

Outsourcing  to  Sierra  has  allowed 
Ciopay  to  double  the  resources  it  can 
bring  to  bear  on  a  project,  even  as  the 
number  of  internal  IT  employees  at  the 
company  has  dwindled  from  95  to  35 
over  the  past  couple  of  years,  accord¬ 
ing  to  Honerkamp. 

“We’ve  been  asked  to  do  more  with 
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John  Blanco  says  eventually  Indian  outsourcers  will  be  strategic  IT  partners. 


Other  countries  are  nipping  at  its  heels,  but  India  remains 
the  premier  offshore  destination.  By  Jaikumar  Vijayan 
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less,”  says  Honerkamp,  explaining  that 
Clopay’s  management  team  has  asked 
him  to  reduce  his  budget  —  or  at  the 
very  least  keep  it  flat  year  over  year. 

“At  the  same  time,  our  application 
portfolio  has  been  increasing.  The  only 
way  to  look  at  this  was  through  an  off¬ 
shore  solution,”  Honerkamp  says. 

But  cost  isn’t  the  only  reason  why 
outsourcing  to  Indian  companies  is  an 
attractive  option,  insist  users  and  ana¬ 
lysts.  Companies  in  countries  such  as 
Russia  and  China  have  begun  offering 
better  rates  than  Indian  companies. 

The  difference  lies  in  the  scalability 
of  major  Indian  vendors,  their  strong 
focus  on  quality  and  their  experience 
delivering  a  wide  range  of  services, 
says  John  Blanco,  senior  vice  president 
at  Cablevision  Systems  Corp.  in  Beth- 
page,  N.Y. 

When  it  comes  to  software  develop¬ 
ment  and  process  methodologies,  all 
top-tier  Indian  vendors  are  certified  at 
CMM  Level  5,  which  is  the  highest  lev¬ 
el  on  Carnegie  Mellon  University’s  Ca¬ 
pability  Maturity  Model.  Major  Indian 
vendors  have  also  developed  more  of  a 
global  services  delivery  capability  than 
their  counterparts  in  other  countries. 

A  $900  million  company,  Wipro,  for 
instance,  has  more  than  18,000  employ¬ 
ees  and  operates  software  develop¬ 
ment  centers  in  the  U.S.,  Canada,  the 
U.K.,  Germany  and  Japan.  India’s 
largest  exporter,  $1  billion  TCS,  em¬ 
ploys  more  than  24,000  people  and  has 
nine  development  centers  outside  In¬ 
dia,  including  one  in  China. 

India’s  workforce  also  offers  the 
largest  pool  of  technical  skills  in  the 
world,  and  the  country’s  universities 
add  180,000  engineering  graduates  to 
its  ranks  annually. 

Indian  companies  started  by  main¬ 
taining  legacy  applications  and  writing 
code  for  small  projects,  and  they  have 
steadily  moved  up  the  value  chain  into 
areas  such  as  systems  integration,  net¬ 
work  and  infrastructure  management 
and  system  planning  and  design  work. 

“I’m  a  complete  nonbeliever  that 
other  countries  can  do  this  as  well  as 
India  today,”  says  Vivek  Paul,  chairman 
of  Bangalore-based  Wipro.  “Anyone 
can  set  up  a  low-cost  200-person  cen- 


India’s 

Challenges 

Though  India  is  riding  high  in  the 
IT  offshore  outsourcing  market, 
customers  say  the  following  chal¬ 
lenges  should  be  considered  and 
managed: 

■  The  geographic  distance  be¬ 
tween  the  U.S.  and  India  increas¬ 
es  communication  and  travel 
costs,  which  can  erode  some  of 
the  initial  cost  benefits,  says  Ca- 
blevision’s  John  Blanco.  For  in¬ 
stance,  it  costs  $200,000  a  year 
to  maintain  a  2Mbit/sec.  dedicat¬ 
ed  link  between  an  office  in  New 
York  and  a  development  center  in 
India  -  significantly  more  than  the 
cost  of  a  domestic  link,  says 
Lehman  Brothers’  Peter  Nag. 

■  Time-zone  differences  “make 
communication  a  more  deliberate 
process,”  says  Mark  Hebert  at 
Sierra  Atlantic.  “You  really  have  to 
think  through  who’s  going  to  stay 
up  late  or  get  up  early.” 

■  Cultural  and  language  differ¬ 
ences  aren’t  a  huge  problem  but 
certain  issues  can  crop  up.  For 
example,  “Indians  don’t  know 
how  to  say  no.  They  are  very 
good  at  saying  yes.  yes,  yes,” 
says  Blanco.  “Sometimes  you 
might  find  a  functional  point  or  a 
requirement  change  because 
they  don’t  know  how  to  say  it 
can’t  be  done.” 


■  H  can  be  hard  to  find  skills 
related  to  second-tier  software 
packages  and  technologies, 

Hebert  says.  For  instance,  it’s 
easy  to  find  someone  in  India  to 
do  an  SAP  project  or  a  People- 
Soft  project,  but  it’s  a  lot  harder 
to  find  people  to  take  on  a  project 
that  involves,  say,  BroadVision 
Inc.  software,  he  says. 

-  Jaikumar  Vijayan 


ter  in  Uganda.  The  difference  is  in  the 
investment  in  quality  processes  and 
global  delivery  capabilities”  that  Indi¬ 
an  firms  offer,  he  adds. 

Such  attributes  were  crucial  to  Ca- 
blevision’s  decision  to  select  two  Indi¬ 
an  vendors  —  from  an  original  field  of 
50  offshore  companies  in  six  countries 
—  for  an  offshore  pilot  project. 

The  goal  is  to  eventually  use  Indian 
vendors  as  strategic  IT  partners,  both 
to  augment  internal  IT  development 
capabilities  and  to  help  Cablevision 
plan,  design  and  implement  new  proj¬ 
ects,  Blanco  says. 

“We’re  not  looking  for  just  the  low¬ 
est  dollar  [cost].  We  are  looking  for 
vendors  that  will  help  us  mature  tech¬ 
nically  and  from  a  process  standpoint” 
as  well,  Blanco  says. 

New  York-based  financial  services 
giant  Lehman  Brothers  Holdings  Inc. 
has  begun  strategic  relationships  with 
Wipro  and  TCS  after  an  evaluation  ex¬ 
ercise  in  which  many  offshore  vendors 
were  ranked  using  Lehman’s  15-criteria 
evaluation  model. 

“India  was  in  a  quadrant  by  itself”  in 
terms  of  the  labor  pool,  quality  levels, 
process  methods  and  government  sup¬ 
port  for  IT  initiatives,  says  Peter  Nag, 
vice  president  and  global  program 
management  officer  at  Lehman. 

Under  its  contracts  with  Wipro  and 
TCS,  Lehman  has  begun  outsourcing 
several  of  its  applications  to  India,  ac¬ 
cording  to  Nag.  “Cost  is  one  of  the  ex¬ 
pected  benefits  but  not  the  primary 
reason,”  he  says. 

For  all  their  success,  one  area  where 
Indian  companies  still  need  to  build 
their  capabilities  is  in  upstream  IT 
consulting  services,  says  Rusi  Brij,  the 
Jamesburg,  N.J. -based  CEO  of  Hexa- 
ware  Technologies,  an  offshore  soft¬ 
ware  development  company  based  in 
Mumbai.  _ 

Indian  companies  are 
strong  in  software  devel¬ 
opment  and  mainte¬ 
nance  but  not  so  strong 
at  understanding  the 
business  needs  behind 
IT  projects,  Brij  says. 

“Indian  vendors  typical¬ 
ly  don’t  see  business 
users  as  a  client;  they  see  the  IT  orga¬ 
nization  as  their  client,”  he  says. 

Now  with  U.S.  services  companies 
such  as  EDS,  Accenture  and  IBM  be¬ 
ginning  to  expand  their  operations  in 
India,  vendors  there  are  scrambling  to 
acquire  upstream  IT  consulting  capa¬ 
bilities  of  their  own. 

Wipro  last  year  boosted  its  energy 
and  utility  practice  by  acquiring  the 
global  energy  practice  of  American 


On  Top  of 
The  World 

Survey  respondents  say  they’re 
currently  outsourcing  IT  work 
to  the  following  countries: 


India 

38% 

China 

6% 

Mexico 

5% 

Ireland 

5% 

Canada 

5% 

Malaysia 

4% 

Philippines 

4% 

Russia 

4% 

Singapore 

4% 
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India  will  keep  its  advantage  for  the 
next  five  years,  but  then  offshore 
outsourcing  could  move  to  cheaper 
labor  pools,  says  Cognizant  CEO 
Kumar  Mahadeva: 
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Management  Systems  Inc.  for  $26  mil¬ 
lion.  And  HCL  Technologies  Ltd.  in  Ut¬ 
tar  Pradesh  has  set  up  a  joint  venture 
with  Answerthink  Inc.,  a  Miami-based 
business  consultancy. 

In  the  long  term,  there  are  some 
clouds  on  India’s  horizon. 

While  the  top  five  Indian  companies 
have  been  galloping  along  at  growth 
rates  in  excess  of  25%  per  year,  the  vast 
majority  of  smaller  vendors  are  strug¬ 
gling  along  at  a  much  slower  pace.  The 
trend  could  result  in  a  consolidation  of 
the  midtier,  predicts  Gartner’s  Sinha. 
_  Meanwhile,  the  grow¬ 
ing  presence  of  IBM, 
EDS  and  Accenture  is 
putting  the  squeeze  on 
pure-play  Indian  ven¬ 
dors.  The  U.S.  compa¬ 
nies  not  only  have  the 
ability  to  lure  the  best 
talent  away  from  the  In¬ 
dian  majors;  they  also 


have  deeper  pockets  and  can  undercut 
Indian  prices,  says  Brij.  The  presence 
of  these  companies  will  also  have  the 
effect  of  increasing  salaries  across  the 
board,  says  Satyam’s  Maddali. 

In  the  short  term,  the  increased 
competition  could  mean  better  prices 
for  U.S.  customers.  But  over  the  long 
term,  continued  pressure  on  margins 
could  begin  to  affect  service  delivery, 
says  Sinha.  I 


The  right  management  can  put  you 
in  control  of  your  infrastructure, 
not  the  other  way  around. 

Unicenter  Infrastructure  Management  Software 

So  long,  mayhem.  Managing  on-demand  computing  is  here.  Unicenter  infrastructure 
management  software  lets  you  take  control  of  your  infrastructure  so  you  can 
be  more  responsive  to  business.  With  automation  and  self-healing  capabilities 
Unicenter  can  help  control  costs  and  empower  you  to  do  more  with  less. 
Unicenter  also  lets  your  infrastructure  react  to  changes  in  real  time,  so  your 
IT  and  business  priorities  are  always  in  sync.  Finally,  it  is  based  upon  a  service- 
oriented  architecture  that  simplifies  your  IT  environment,  so  your  infrastructure 
is  easier  to  manage.  Visit  ca.com/infrastructure  today  to  learn  how  to  get  more 
value  out  of  your  infrastructure. 
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It’s  the  safe  ‘near-shore’ 
option,  though  it’s  a  little 
pricey.  By  Alan  S.  Horowitz 
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Many  Americans  view 
Canada  almost  as  a  51st 
state.  Canadians,  of 
course,  think  otherwise. 
But  this  fanciful  notion 
has  a  basis  in  reality,  a  fact  that  sug¬ 
gests  that  if  you  want  to  outsource  IT 
services  to  another  country,  Canada 
is  the  least  risky,  most  familiar  place 
to  do  so. 

The  advantages  of  Canada  vs.  other 
outsourcing  centers  are  many.  It  has 
the  same  time  zones  as  the  U.S.,  its 
major  cities  are  near  major  U.S.  cities, 
English  is  widely  spoken  there,  and 
its  culture  and  business  practices 
are  very  similar  to  those  in 
the  U.S. 

And  there’s  a 
cost  advantage 
over  the  U.S. 
“We’re  cheap  and 
deep,”  is  how  it’s  put 
by  Bill  Bergen,  CEO 
of  the  Information 
Technology  Associa¬ 
tion  of  Canada  in  Mississauga,  Ontario. 

Jobs,  measured  in  Canadian  dollars, 
usually  pay  about  the  same  or  a  bit  less 
than  similar  jobs  in  the  U.S.  But  be¬ 
cause  of  the  exchange  rate,  Canada  en¬ 
joys  a  labor  cost  advantage  over  the 
U.S.  of  about  30%,  estimates  Peter 
Bendor-Samuel,  CEO  of  Everest 
Group,  an  outsourcing  consultancy 
in  Dallas. 

Canada  has  a  number  of  high-tech 
centers.  Toronto  is  strong  in  financial 
services,  software  development  and 
mainframe  technology.  Ottawa  is  a 
center  for  wireless  and  semiconductor 
technology  and  software  development, 
while  Vancouver’s  strength  is  in  soft¬ 


ware  development,  says  Vito  Mabruc- 
co,  a  vice  president  at  IDC  Canada  in 
Toronto. 

Jason  Bremner,  director  of  outsourc¬ 
ing  services  at  IDC  Canada,  says  that 
of  Canada’s  three  major  outsourcing 
vendors,  two  —  IBM  and  Electronic 
Data  Systems  Corp.  —  are  American, 
while  the  third,  CGI  Group  Inc.,  is 
Canadian. 

Given  that  dominance  of  U.S.  out¬ 
sourcers,  it  should  come 
as  no  surprise  that  doing 
business  in  Canada  isn’t 
much  different  from  do¬ 
ing  business  in  the  U.S. 

“I  think  most  U.S. 

CIOs  familiar  with  the 
Canadian  market  will 
admit  that  Canada’s  IT 
maturity  and  expertise 
is  on  par  with  the  U.S.,” 

Bremner  says. 

That  has  been  the  ex¬ 
perience  of  Will  Shelton, 
chief  operating  officer  at 
Arbella  Insurance  Group  in  Quincy, 
Mass.  The  company  sends  data  to  a 
CGI  Group  facility  in  Montreal,  where 
it’s  converted  into  print  images  that 
are  later  printed  on  paper  as  customer 
invoices  and  forms.  Arbella  was  out¬ 
sourcing  the  data  conversion  to  a  U.S. 
vendor  but  was  dissatisfied  with  the 
service,  so  it  switched  to  CGI  for  bet¬ 
ter  service  and  a  cost  reduction  of 
about  40%,  says  Shelton. 


Canada  has  the 
advantage  of  an 
English-speaking  labor 
pool,  as  well  as  close 
proximity  to  the  U.S. 

and  a  very  stable 
government.  Canada 
also  earns  top-notch 
education  rank  ig 


TECH-EC0N0MY.0RG, 
PALO  ALTO,  CALIF. 


I  don’t  have  the 
sorts  of  concerns 
with  Canada  that  I 
do  with  other  countries 
further  away.  We  share  a 
common  culture,  they’re 
our  largest  trading  partner, 
and  they  have  a  significant 
U.S.  presence. 

WILL  SHELTON,  CHIEF  OPERATING  OFFICER, 
ARBELLA  INSURANCE  GROUP 


Companies  are  also  going  to  Canada 
as  a  hedge  against  the  political,  legal, 
project  management  and  other  risks  of 
placing  all  of  one’s  IT  in  an  offshore 
country  such  as  India,  says  Jim  Brewer, 
a  vice  president  at  IT  outsourcer 
Keane  Inc.,  which  is  based  in  Boston 
and  has  operations  in  Halifax,  Nova 
Scotia,  and  in  India. 

Perhaps  one  of  Canada’s  strongest 
pluses  is  the  comfort  factor  —  it’s 
close,  it’s  familiar.  “Canada  is  per¬ 
ceived  as  an  easy  way  to  get  into  out¬ 
sourcing,”  says  Brewer.  “There  can  be 
a  lot  of  discomfort  when  someone’s 
systems  are  10,000  miles  away.” 

Shelton  agrees.  “I  don’t  have  the 
sorts  of  concerns  with  Canada  that  I 
do  with  other  countries  further  away,” 
he  says.  “We  share  a  common  culture, 
they’re  our  largest  trading  partner,  and 
they  have  a  significant  U.S.  presence.” 

Low  employee  turnover  is  another 
potential  benefit  of  moving  IT  services 
to  Canada.  John  Foreman,  a  vice  presi¬ 
dent  at  CGI,  says  his  company,  which 
has  16,500  employees  in 
Canada  and  is  the  coun¬ 
try’s  largest  IT  services 
provider,  has  a  turnover 
rate  of  about  6%. 

Of  course,  Canada 
does  have  some  dis¬ 
advantages.  Compared 
with,  say,  India  and 
China,  Canada  is  pricey. 

And  Foreman  notes 
that  U.S.  regulations 
prohibit  some  types  of 
data,  such  as  informa¬ 
tion  related  to  certain  fi¬ 
nancial  transactions,  from  being  proc¬ 
essed  outside  of  the  country.  In  those 
cases,  CGI  Group  stores  the  data  in 
U.S.  data  centers. 

And  not  everyone  is  enamored  of 
the  quality  of  Canada’s  service.  IDC 
Canada’s  Bremner  says  he  has  found  a 
“rather  ordinary  level  of  customer  sat¬ 
isfaction”  among  U.S.  companies  that 
have  outsourced  to  Canada. 

Other  than  currency  risk,  observers 
don’t  see  any  special  risks  to  outsourc¬ 
ing  in  Canada.  Shelton  recommends 
that  CIOs  take  the  same  precautions 
they  would  take  when  outsourcing  to 
any  country,  such  as  spelling  out  the 
dispute-resolution  process  in  the  con¬ 
tract  and  specifying  which  country’s 
laws  they’ll  operate  under.  He  suggests 
starting  with  a  small  project  and  ex¬ 
panding  the  relationship  after  seeing 
how  well  the  provider  performs.  I 

Horowitz  is  a  freelance  writer 
in  Salt  Lake  City.  Contact  him 
at  alan@ahorowitz.com. 
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Only  SAS  provides  you  with  a  complete  view  of  your 
customers.  So  you’ll  understand  their  needs,  enhance 
their  lifetime  value  and  achieve  greater  competitive 
advantage.  To  find  out  how  leading  companies  are 
reaping  the  rewards  of  SAS  customer  intelligence 
software,  call  1  866  270  5723  or  visit  our  Web  site. 


www.sas.com/customer 


The  Power  to  Know \ 


38  CGMPUTERWORLD  September  15, 2003 


KNOWLEDGE  CENTER  OUTSOURCING 


www.computerworld.com 


e  Phili 


ines 


Costs  are  low  and  the  English  is  flawless,  but  there 
are  pockets  of  political  instability.  By  Stacy  Collett 
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IT’S  TUESDAY  MORNING  AT  8:30. 
The  five  members  of  a  project 
team  at  Ondeo  Nalco  Co.  in 
Naperville,  Ill.,  assemble  in  a  con¬ 
ference  room  around  the  speaker¬ 
phone  while  business-side  project 
manager  John  Ostberg  dials  up  their 
software  development  counterparts 
half  a  world  away. 

It’s  8:30  Tuesday  night  in  Manila. 
After  a  marathon  day,  programmers 
Fermin  de  los  Angeles,  Ben  John  Para- 
do  and  Joey  Riosa  of  outsourcing  con¬ 
sultancy  Headstrong  Corp.  take  the 
call  and  rehash  the  day’s  events. 

Ostberg  and  his  team  know  the  faces 
behind  the  speaker.  The  three  Filipino 
programmers  spent  two  months  in 
Naperville  getting  to  know  their  coun¬ 
terparts  and  the  project.  Their  English 
is  flawless,  but  to  guard  against  mis¬ 
interpretations,  a  Filipino  project  man¬ 
ager  makes  sure  that  instructions  are 
understood  and  that  business  plans  are 
packaged  into  specific  tasks  for  the 
Manila  team. 

For  almost  a  year,  this  outsourcing 
.  arrangement  has  run 
r  smoothly  for  the  water 
treatment,  chemicals  and 
services  company.  After 
jointly  developing  its  busi¬ 
ness  intelligence  warehouse 
with  Fairfax,  Va.-based  Head¬ 
strong,  Ondeo  Nalco’s  project 
team  figured  it  could  scale  back 
and  let  offshore  programmers  make 
smaller  enhancements  to  the  system. 

It  enlisted  Headstrong’s  development 
team  in  the  Philippines  initially  to  save 
money  —  with  little  concern  for  loca¬ 
tion,  Ostberg  recalls.  But  he  has  since 
found  the  island  nation  to  be  good  for 
offshore  work. 

“After  India,  the  Philippines  is  prob¬ 
ably  the  second  most  popular  destina¬ 
tion  when  it  comes  to  pure  offshore 
outsourcing,”  says  Atul  Vashistha,  CEO 
of  NeoIT  Inc.,  an  offshore  outsourcing 
advisory  firm  in  San  Ramon,  Calif. 
With  a  $1  billion  outsourcing  industry, 
the  country  is  known  for  its  applica¬ 


tions  development  and  maintenance, 
contact  centers,  business  process  out¬ 
sourcing  and  content  conversion. 

Vashistha  credits  the  Philippines’ 
popularity  to  its  English  proficiency,  a 
highly  skilled  workforce  (380,000  col¬ 
lege  graduates  annually),  a  developing 
telecommunications  infrastructure  and 
low  cost.  An  experienced  programmer 
earns  $6,000  to  $12,000  a  year,  he  says. 
But  there’s  still  a  shortage  of  experi¬ 
enced  program  managers 
to  oversee  projects. 

Meta  Group  Inc.  re¬ 
searchers  rank  the  Philip¬ 
pines  behind  other  Asia- 
Pacific  countries  such  as 
Singapore  because  of  its 
political  instability  and 
lack  of  native  IT  compa¬ 
nies,  according  to  Howard 
Rubin,  Meta  Group’s  exec¬ 
utive  vice  president. 

For  most  of  the  past  decade,  the 
Philippines  has  been  dealing  with  mili¬ 
tant  Muslim  insurgents.  “It  has  a  desta¬ 
bilizing  effect  on  the  nation’s  ability  to 
attract  and  sustain  foreign  capital  in¬ 
vestment,  and  thus  poses  serious 
threats  to  the  economy,”  Meta  Group 
reports. 

NeoIT’s  Vashistha  insists  that  the 
threat  is  limited  to  the  Philippines’ 
southern  islands  and  hasn’t  affected  IT 
work  in  Manila.  But  he  acknowledges 
that  companies  should  “make  sure 
they  have  solid  business  continuity 
and  disaster  recovery  plans.” 

A  research  report  by  Tech-Economy.- 
org  in  Palo  Alto,  Calif.,  sums  up  the 
situation  this  way:  “With  its  large 
English-speaking  base,  the  Philippines 
would  be  a  logical  location  for  the  de¬ 
velopment  of  software,  but  the  indus¬ 
try  is  underdeveloped.” 

The  Philippines  needs  more  soft¬ 
ware  engineers  and  software  develop¬ 
ment  companies.  The  report  says  there 
are  about  10,000  software  program¬ 
mers  nationwide  and  only  30  compa¬ 
nies  focusing  on  software  develop¬ 
ment.  By  contrast,  “the  geographically 


Skilled  IT  workers 
may  have  transferred 
out  of  the  country  as 
geopolitical  risks 
hav  ated. 


TECH-ECONO 
PALO  A! 


small  Ireland,  with  a  population  20 
times  smaller  than  the  Philippines,  has 
more  than  800  indigenous  software  de¬ 
velopment  enterprises,  26  times  more 
than  the  Philippines,”  the  report  says. 

To  foster  more  local  IT  companies, 
President  Gloria  Macapagal-Arroyo, 
who  came  to  power  in  January  2001, 
leads  a  task  force  on  stimulating  the 
development  of  Philippine  IT  and 
companies  in  the  business  process  out¬ 
sourcing  field.  Companies  that  set  up 
IT  business  parks  enjoy  a  six-year  tax 
holiday  that  includes  exemptions  from 
government  fees,  licenses  and  export 
taxes.  Today,  native  outsourcing  ven¬ 
dors  in  the  Philippines  include  Soft¬ 
ware  Ventures  International  Corp.,  SPI 
Technologies  Inc.  and  Innodata  Corp. 

At  Ondeo  Nalco,  the  biggest  chal¬ 
lenges  so  far  have  been  the  time  differ¬ 
ence  and  some  system  security  con¬ 
cerns  early  on  that  took  a  month  to 
rectify. 

“There’s  a  perception  that  if  you’re 
going  to  open  up  your  network  to  any¬ 
body  on  the  other  side  of 
the  world,  you  have  to  be 
extra  secure  because  of 
the  danger  that  they’ll  be 
contaminated  by  connec¬ 
tions  into  their  network,” 
explains  Paul  Gould,  IT 
group  leader  for  global 
development.  So  Ondeo 
Nalco  and  Headstrong 
spent  a  month  deciding 
which  ports  would  be  opened  in  the 
firewall,  what  level  of  access  people 
needed  to  do  their  jobs  and  what  could 
be  done  in  the  U.S.  vs.  overseas. 

Northwest  Airlines  Corp.  began  out¬ 
sourcing  to  the  Philippines  five  years 
ago  to  augment  staffing  in  its  applica¬ 
tions  development  and  applications 
maintenance  areas,  as  well  as  to  cover 
temporary  peaks  in  development  de¬ 
mand.  The  St.  Paul,  Minn.-based  air¬ 
line  manages  cultural  differences 
through  close  communication,  on-site 
presence  from  the  vendor  and  regular 
visits  by  U.S.-based  employees  to  the 
facility  in  the  Philippines. 

“We  find  our  offshore  colleagues 
to  be  highly  educated  and  process- 
focused,”  says  Mary  Stanik,  a  North¬ 
west  Airlines  spokeswoman. 

“Our  experience  has  taught  us  to 
expect  quality  development  at  lower 
hourly  rates,  but  with  higher  manage¬ 
ment  overhead,”  Stanik  adds.  “The  off¬ 
shore  relationships  have  offered  quick¬ 
er  access  to  critical  skills  —  quicker 
than  hiring  and  training.”  > 


Collett  is  a  freelance  writer  in  Sterling, 
Va.  Contact  her  at  stcollett@aol.com. 
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Are  you  grappling  with  storage  • 

issues  in  this  tough  economic 
environment?  Want  to  find  out 
how  top  IT  executives  and  • 

managers  at  companies  like 
General  Motors,  MasterCard,  ® 

UPS,  AOL  and  many  others  are 
coping?  Then  plan  to  be  at 
Storage  Networking  World! 


Storage  Management 

Enterprise  Infrastructure 

Business  Continuity 

Data  Management 
and  Security 

Emerging  Technologies 


Why  You  Should  Attend 

Benefit  From  the  Most  Comprehensive  Program 

No  other  storage  event  gives  you  a  program  so  rich  with  experiences  -  whether  they're 
industry  and  pre-certification  primers,  general  sessions,  tutorials,  opportunities  to  see 
technologies  at  work ...  or  the  rare  chance  to  talk  to  the  very  engineers  that  make  them  work. 

Easily  Navigate  an  Agenda  Packed 
With  Choices  and  Learning  Experiences 

No  other  storage  event  provides  an  agenda  woven  with  so  many  logical  choices  -  choices  that 
allow  you  to  tailor  your  valuable  time  to  your  very  specific  needs.  (See  the  full  agenda  at 
www.snwusa.com.) 

Get  an  Education  Endorsed  by  the  SNIA 

No  other  storage  event  offers  a  learning  experience  developed  and  sanctioned  by  the  industry’s 
most  influential  storage  association  -  highlighted  by  the  SNIA-delivered  technical  tutorials. 

Meet  Experts  and  Shop  in  the  Largest  Available 
Storage-specific  Solution  Mall 

No  other  storage  event  allows  you  to  see  all  the  players  and  solution  providers  in  one  place. 
It's  literally  your  one-stop  “solution  mall.” 


W  IDC  Storage  Analyst  Briefing 
Learn  the  State  of  the  Storage  Market: 
2004  and  Beyond 

In  this  special  briefing,*  IDC’s  key  storage  analysts  will  present  the 
latest  industry  data,  insights  and  analysis  on  trends  affecting  storage 
vendors.  In  these  interactive  presentations,  IDC’s  analysts  will  bring 
you  up  to  speed  on  the  current  and  future  state  of  markets  for  stor¬ 
age  arrays,  SAN  infrastructure,  storage  components,  storage  man¬ 
agement  software,  and  storage  services.  Analysts  will  also  address 
topics  including: 

•  New  technology  adoption  (SATA,  iSCSI,  4GB  FC) 

•  Emerging  storage  architectures  (content  aware  storage, 
nearline  storage,  tiered  storage) 

•  New  storage  network  infrastructure  (virtualization,  networked  storage 

•  Evolving  paths  to  market  for  storage  solutions 

•This  session  is  intended  for  IT  vendors;  no  non-IDC  analysts  permitted 
in  this  special  session. 


See  SNW’s  Flagship  Interoperability  &  Solutions  Demo 


No  other  storage  event  gives  you: 

•  40-plus  SNIA  member  companies  collaborating 
on  integrated  solutions 

•  the  opportunity  to  meet 
leading  experts  and  engineers 

•  access  to  $25  million  worth 
of  proven  technology  in  action 
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Enjoy  Orlando’s  NEW 
JW  Marriott  Grande  Lakes  Resort! 


No  other  storage  event 
allows  you  to  learn, 
network  and  enjoy  the 
conference  in  such  a 
relaxing,  comfortable 
and  unique  setting. 


For  more  information  and  to  register, 
visit  www.snwusa.com/print  or  call  1-800-883-9090  (1-508  820-8159) 
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Agenda  Snapshot*  ‘subject  to  change 

For  details,  updates,  and  to  register  visit  www.snwusa.com/print 

Monday,  October  27 

(Pre-Conference  Activity  and  Tutorial  Sessions) 

9:30amTI:30am  Industry  Primer,  Career  Development  and  Skills  Development  Tracks 
1.-00pm-S:30pm  SNIA  Tutorial  Sessions 
IrOOpm-fiiOOpm  Golf  Outing  at  the  Ritz  Carlton  Golf  Course 
7:00pm-9:00pm  Welcoming  Reception 

Tuesday,  October  28 

(General  Conference  -  Day  One) 

7:15am-8:15am  Continental  Breakfast 

8:15am-9:15am  Opening  Remarks  and  Visionary  Presentation 

9:15am-12:15pm  General  Sessions 

12:15pm-1:30pm  Networking  Luncheon 

1:30pm-3:50pm  General  Sessions 

4:00pm-5:30pm  Technical.  Technical/Business  and  Business  Tracks 
5:30pm-8:30pm  Expo  and  Buffet  Dinner.  Interoperability  and  Solutions  Demo 

Wednesday,  October  29 

(General  Conference  -  Day  Two) 

7:30am-10:30am  IOC  Breakfast  Briefing 
8:15pm-Noon  General  Sessions 
Noon-1:30pm  Expo  and  Buffet  Lunch 
Noon-7:15pm  Interoperability  &  Solutions  Demo 
1:35pm-3:35pm  General  Sessions 

3:45pm-5:15pm  Technical.  Technical/8usiness,  Business  and  SNIA  Tracks 
5:15pm-7:15pm  Expo 
7:30pm-9:00pm  Gala  Evening 

Thursday,  April  17 

(Tutorial  and  Breakout  Sessions) 

7:3Qam-8:30am  Continental  Breakfast 

8:30am-TI:45am  Technical.  Technical/Business,  Business  and  SNIA  Tracks 
t1:45am  Conference  Concludes 


Register  Today! 


Options  for  IT  End-Users* 

Earlybird  Registration 

(through  September  12) 

On-Site  Registration 

(after  September  12) 

General  Conference  Package  (Oct.  28, 29): 

(Includes  General  Conference  sessions.  Expo. 

Meals  and  Receptions) 

$895 

$1,295 

Total  4-day  Package  (Oct.  27, 28, 29, 30): 

(Includes  General  Conference  Package;  Technical  and 
Business  Tracks;  SNIA-produced  Tutorials;  Pre-certification 
Refresher  Courses) 

$1,290 

$1,690 

Options  for  IT  Vendors** 

Total  4-day  Package  (Oct.  27, 28, 29, 30): 

$1,290 

$1,690 

(Available  to  Sponsoring  Vendors  and  their  Resellers/Integrators;  Industry  Consultants;  and  Storage  Solutions  Implementors) 

Non-Sponsoring/Exhibiting  Vendor  Package: 

$5,000 

$5,000 

•  IT  End-Users  are  defined  as  those  who  are  attending  Storage  Networking  World  with  an  intent  (and  an  IT  spending  budget)  to  potentially  buy/pur¬ 
chase  hardware/sottware/services/etc.  from  our  conference  sponsors  and  exhibitors.  As  such,  account  representatives/business  development  from 
any  company,  analysts,  venture  capitalists,  and  anyone  else  attending  who  does  not  have  IT  purchasing  influence  within  their  organization  are 
excluded  from  the  “IT  End-User"  designation.  Enforcement  of  this  interpretation  and  policy  is  at  the  sole  discretion  of  Computerworld.  Questions? 
Please  call  1-800-883-9090. 

•  Vendors  are  encouraged  to  participate  at  Storage  Networking  World  through  sponsorship.  (Details  are  available  by  calling  Ann  Harris  at 
1-508-820-8667.)  Alternatively,  vendors  (as  well  as  venture  capitalists,  equity  analysts,  and  other  “non-IT  end-user"  professionals  as  defined  by 
Computerworld),  may  apply  for  registration  at  the  “non-sponsoring  vendor"  rate.  Determination  of  what  constitutes  a  “non-sponsoring  vendor" 
registration  is  at  the  sole  discretion  of  Computerworld.  You  will  also  be  required  to  adhere  to  our  non-solicitation  policy  posted  on-site. 


“Best  Practices  in  Storage” 

Awards  Program 

Pre-Conference 

Golf  Outing 

Sponsored  by: 

Quantum 

Travel  and 

Accommodations 

Submit  your  nomination  today  at 

www.snwusa.com 

or  email  Nanette  Jurgelewicz  at 
nanette  Jurgelewicz®  computerworld.com 

Awards  Ceremony:  Wednesday, 

October  29, 3:05pm,  SNW  Main  Stage 
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STORAGE 

AWARDS  PROGRAM 

Complimentary  for  Registered  IT  Users 

The  Pre-Conference  Golf  Outing  at  The  Ritz-Cariton  Golf  Club  located 
adjacent  to  the  JW  Marriott  Grande  Lakes  Resort,  is  complimentary 
($165  value)  tor  registered  IT  End-Users  (other  participants,  including 
sponsors  and  vendors,  may  play  on  an  “as  available"  basis  and  are 
responsible  for  all  applicable  golf  outing  expenses). 

For  details:  contact  Chris  Leger  at  1-508-820-8277 

IDG  Travel  is  the  official  travel  ==  TTA/^1 

company  for  Storage  Networking  ■=■ ,  A  L/  vj 

World.  They  are  your  one-stop  shop 

for  exclusive  discounted  rates  on  hotel  accommodations. 

To  reserve  your  accommodations: 

visit  www.etcentral.com  OR 

call  1-800-340-2262  (or  1-508-820-8159) 

For  more  information  and  to  register, 
visit  www.snwusa.com/print  or  call  1-800-883-9090  (1-508-820-8159) 


...  storage  is  a  key  component  of 
what  we’re  doing  ...  at  SNW,  I’ve 
been  able  to  get  a  good  perspective 
new  ideas  on  what  we  can 
it  and  how  to  do  it ...” 

of  Sys turns  Architecture  and  Adrwvstrahon 


"...  I  get  a  ton  of  interesting 
i  •  information  at  SHW  th.it  i  don  t 
VHj  need  to  spend  time  sorting  tM 
^  ...  I  can  ask  real  que  stions  of  f63l 
'  I  people  and  get  real  answers ..." 

Mark  Baekhulzen 
Director  of  fT  Settees 
University  of  Utah  Hospital* 
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October  27-30, 2003 

JW  Marriott  Grande  Lakes  Resort 
Orlando,  Florida 

Co-owned  &  Produced  by: 

COMPUTERWORLD 

Co-owned  &  Endorsed  by: 


SNIA  - 

Siowsi  Ntimnat  ihmiswassocuiioii 


Register  for  accommodations  at: 
www.etcentral.com 


Application  for  Conference  Registration 


TO  REGISTER: 

•  Fax  this  form  to  508-626-8524 

•  Or  register  online  at  www.snwusa.com/print 


QUESTIONS? 

•  Call:  our  Customer  Service  Line  at  800-883-9090 
Email:  snwreg@computerworld.com 


•  You  will  receive  a  confirmation  via  email 

CODE:  PRINT 

Options  for  IT  End-Users* * 

Earlybird  Registration 

j  (through  September  12) 

On-Site  Registration 

;  (after  September  12) 

General  Conference  Package  (Oct.  28, 29): 

(Includes  General  Conference  sessions,  Expo.  Meals  and  Receptions) 

□  $895 

□  $1,295 

Total  4-day  Package  (Oct.  27, 28, 29, 30):  □  $1,290  □  $1,690 

(Includes  General  Conference  Package;  Technical  and  Business  Tracks;  SNIA-produced  Tutorials;  SNIA-Certification  "Test-Ready”  Courses) 

Options  for  IT  Vendors** 

Total  4-day  Package  (Oct.  27, 28, 29, 30):  □  $1,290 

(Available  to  Sponsoring  Vendors  and  their  Resellers/Integrators;  Industry  Consultants;  and  Storage  Solutions  Implementors) 

□  $1,690 

Non-Sponsoring/Exhibiting  Vendor  Package: 

□  $5,000 

□  $5,000 

*  IT  End-Users  are  defined  as  those  who  are  attending  Storage  Networking  World  with  an  intent  (and  an  IT  spending  budget)  to  potentially  buy/purchase  hardware/software/services/etc.  from  our  conference  sponsors  and 
exhibitors.  As  such,  account  representatives/business  development  from  any  company,  analysts,  venture  capitalists,  and  anyone  else  attending  who  does  not  have  IT  purchasing  influence  within  their  organization  are 
excluded  from  the  “IT  End-User"  designation.  Enforcement  of  this  interpretation  and  policy  is  at  the  sole  discretion  of  Computerwortd.  Questions?  Please  call  1-800-883-9090. 

Vendors  are  encouraged  to  participate  at  Storage  Networking  World  through  sponsorship.  (Details  are  available  by  calling  Ann  Harris  at  1-508-820-8667.)  Alternatively,  vendors  (as  well  as  venture  capitalists,  equity 
analysts,  and  other  “non-IT  end-user"  professionals  as  defined  by  Computerworld),  may  apply  for  registration  at  the  “non-sponsoring  vendor"  rate.  Determination  of  what  constitutes  a  "non-sponsoring  vendor"  registration  is  at 
the  sole  discretion  of  Computerworld.  You  will  also  be  required  to  adhere  to  our  non-solicitation  policy  posted  on-site. 


Registration  Information:  (This  section  must  be  completed  in  order  to  process  your  application) 


First  Name: 


Middle  Initial: 


Last  Name: 


Title: 

Company: 

Street  Address: 

Suite.  Apt.,  etc.: 

City: 

State/Prov: 

Zip/Postal  Code: 

Country: 

Phone  Number: 

Extension: 

Fax  Number: _  E-Mail  Address: _ 

Badge  Name: _ ; _ _ _ .  _  □  Special  Services  Required?  (Please  attach  written  description) 

Would  you  like  to  receive  information  about  playing  in  the  golf  outing  on  Monday.  October  27th  (PM)?  □  Yes  □  No 
Please  indicate  your  preferred  conference  shirt  size:  □  S  □  M  □  L  □  XL  □  XXL  □  XXXL 


Attendee  Profile:  (This  section  must  be  completed  in  order  to  process  your  application) 


Payment  Method 


SECTION  A  -  FOR  IT  END-USERS  ONLY 


Your  Business/Industry: 

□  Transportation/Utilities 

□  Mining/Oil/Gas 

□  Media/Publishing 

□  Banking/Finance/Insurance 

□  Telecommunications 

□  Wholesale/Retail  (Non-IT) 

□  Advertising/Marketing/Public  Relations 

□  Education 

□  Government/Military 

□  Healthcare 

□  Manufacturing  (Non-IT) 

□  Other 


Your  Job  Title/Function: 

□  CE0/( 

□  CIO/CTO 

□  VP/GM/Director 

□  IS/IT  Director/Manager 

□  Other  IS/IT  Department  Manager/Supervisor 

□  Other  Corporate/Business  Manager 

□  Corporate/Business  Staff 

□  Consultant  (Internal)  or  Other 


Select  Item  below  that  most  closely 
matches  your  Involvement  In  IT  decisions: 

□  Specify  features/Technical  requirements 

□  Evaluate/Recommend  Products.  Brands, 
Vendors 

□  Create  Strategy/Determine  the  need  to  purchase 

□  Set  budget  for  expenditure 

□  Authorize/Approve  purchase 

□  None  of  the  above 


Employees  In  your  entire  Company: 

□  10,000- 

□  5.000-9,999 

□  1,000-4,999 

□  500-999 

□  100-499 

□  Less  than  100 

Estimated  annual  revenue 
of  your  entire  company: 

□  $10  Billion* 

□  $5  Billion  -  $9.9  Billion 

□  $1  Billion  -  $4.9  Billion 

□  $500  Million  -  $999  Million 

□  $100  Million -$499  Million 

□  $50  Million  -  $99  Million 

□  Less  than  $50  Million 

Annual  company  IT  budget 
(All  IT  products  and  services): 

□  $100  Million* 

□  $50  Million  -  $99.9  Million 

□  $20  Million  -  $49.9  Million 

□  $10  Million  -  $19.9  Million 

□  $5  Million  -  $9.9  Million 

□  $1  Million  -  $4.9  Million 

□  $500,000  -  $999,999 

□  Less  than  $500,000 


Annual  company  IT  budget 
(Storage  products  and  services): 

□  $100  Million* 

□  $50  Million  -  $99.9  Million 

□  $20  Million  -  $49.9  Million 

□  $10  Million -$19.9  Million 

□  $5  Million  -  $9.9  Million 

□  $1  Million  -  $4.9  Million 

□  $500,000 -$999,999 

□  Less  than  $500,000 

Your  personal  IT  spending  authority 
(All  IT  products  and  services): 

□  $100  Million* 

□  $50  Million  -  $99.9  Million 

□  $20  Million  -  $49.9  Million 

□  $10  Million  -  $19.9  Million 

□  $5  Million  -  $9.9  Million 

□  $1  Million  -  $4.9  Million 

□  $500.000 -$999,999 

□  Less  than  $500,000 

Your  personal  IT  spending  authority 
(Storage  products  and  services): 

□  $100  Million* 

□  $50  Million  -  $99.9  Million 

□  $20  Million  -  $49.9  Million 

□  $10  Million  -  $19.9  Million 

□  $5  Million  -  $9.9  Million 

□  $1  Million  -  $4.9  Million 

□  $500,000 -$999,999 

□  Less  than  $500,000 


SECTION  B  -  FOR  IT  VENDORS  ONLY 

Your  Business/Industry: 

□  VAR/VAD/ASP/System  Integrator 

□  Industry  Consultant/Storage  Solution  Integrator 

□  Manufacturing  (IT) 

□  Computer  Retailer/Dealer/Wholesaler 

□  Software  Development  (Storage) 

□  Other  Computer  Related  (Non-Storage) 


Your  Job  Title/Function: 

□  CEO/COO/Chairman/President 

□  CFQ/Controller/Treasurer 

□  VP/GM/Director 

□  Sales/Marketing/Product  Statf 

□  CIO/CTO/Other  IS/IT  Manager 

□  Engineering  Staff 

□  Press 


□  Check  Enclosed  (checks  must  be  received  by  10/17/03) 

(Make  payable  to:  Computerworld;  Mail  to:  Computerworld,  Attn:  Pam  Malingowski. 
500  Old  Connecticut  Path.  Framingham,  MA  01701) 

□  American  Express  □  VISA  □  MasterCard 

Account  Number: 


Expiration  Date: _ 

Card  Holder  Name: 


Signature  of  Card  Holder; 


Cancellation  Policy  (All  ot  the  below  options  require  written  notification..) 

In  the  event  of  cancellation,  the  registrant  has  three  options: 

1)  He  or  she  may  subslitute  another  attendee  for  this  conference. 

2)  He  or  she  may  transfer  this  registration  to  the  Spring  2004  Storage  Networking  World"  conference,  it  written 
notice  is  received  by  October  6. 2003. 

3)  The  registration  tee  wilt  be  refunded,  less  $250  service  charge,  if  written  notice  is  received  by  October  6. 2003. 

Computerworld  reserves  the  right  to  limit  and/or  refuse  any  registration 
for  any  reason. 


Schedule  of  Conference  Events  (subject  to  change) 

Monday,  October  27, 2003 

•  Industry  Primer  •  Pre-Conference  Golf  Outing 

•  SNIA  Produced  Tutorial  Sessions  •  Welcome  Reception 

Tuesday,  October  28,  2003 

•  General  Conference  &  User  Case  Studies  •  Exposition 

•  Interoperability  and  Solutions  Demo  •  Pre-certification  Refreshers 

Wednesday,  October  29,  2003 

•  General  Conference  &  User  Case  Studies  •  Exposition  •  Pre-certification  Refreshers 

•  Interoperability  and  Solutions  Demo  •  Gala  Evening 

Thursday,  October  30,  2003 

•  Tutorial  Sessions  •  Pre-certification  Refreshers 


Got  Questions  About 
Business  Intelligence? 


Computerworld’s  IT  Executive  Summit 
Has  the  Answers 


If  you’re  an  IT  executive*  in  an  end-user  organiza¬ 
tion,  apply  to  attend  one  of  Computerworld’s 
upcoming  complimentary  one-day  summits  on 
Business  Intelligence. 

Neither  a  product  nor  a  system,  Business  Intelligence 
(Bl)  is  an  architecture  -  a  collection  of  interrelated 
operational  and  business  performance  measurement 
applications  and  databases. 

The  only  way  to  succeed  with  Bl  applications  is  to 
understand  their  complexity,  their  cross-organizational 
nature,  the  needs  of  knowledge  workers,  your 
competition,  your  market,  and  customer  trends. 

This  summit  will  give  you  a  comprehensive,  one-day 
overview  -  and  will  arm  you  with  the  latest  thinking 
and  tools  to  make  the  right  investments  in  Bl. 


*  Complimentary  registration 
is  restricted  to  qualified 
IT  executives  only. 


1m 


New  York  City  •  September  23,  2003 

Hilton  New  York  •  1335  Avenue  of  the  Americas 


8:00am  to  8:30am 
8:30am  to  9:00am 

9:00am  to  9:45am 

9:45am  to  10:15am 
10:15am  to  10:45am 
10:45am  to  11:45am 

11:45am  to  12:15pm 

12:15pm  to  1:00pm 
1:00pm  to  1:30pm 

1:30pm  to  2:00pm 

2:00pm  to  3:00pm 

3:00pm 


Registration  and  Networking  Breakfast 

Turning  Information  into  Insight: 

The  Changing  Role  of  Business  Intelligence  in  the  Enterprise 

Maryfran  Johnson,  Editor  in  Chief,  Computerworld 

A  Case  Study:  Building  a  Genuinely  Customer-Focused 
Organization  to  Drive  Customer  Retention,  Loyalty  and  Profitability 

Tony  LoFrumento,  Executive  Director,  Customer  Relationship  Management,  Morgan  Stanley 
Chris  Thomas.  Chief  Strategist,  Intel 
Refreshment  and  Networking  Break 

High-Impact  Strategies  for  Delivering  Business  Intelligence  Results 

Panel  Discussion  moderated  by  Julia  King,  National  Correspondent.  Computerworld 

Evolving  the  Enterprise:  Leveraging  Information  for  Competitive  Gain 

Jim  Davis,  SVP,  SAS  Institute 
Networking  Luncheon 

Building  Innovation  into  a  Business  Intelligence  Infrastructure 

Shaku  Atre,  author  of  Business  Intelligence  Roadmap  and  President.  Atre  Group 

Turning  a  Legal  Eye  on  IT  Governance 

James  Hackett.  Jr.,  Partner,  Choate.  Hall  &  Stewart 

Regulated  IT:  Uncle  Sam  Wants  Your  Data 

Panel  Discussion  moderated  by  Tom  Hoffman.  Computerworld  Reporter 
Program  concludes 


San  Francisco  •  September  25,  2003 

The  Fairmont  San  Francisco  •  950  Mason  Street  (Nob  Hill) 


8:00am  to  8:30am 
8:30am  to  9:00am 


9:00am  to  9:45am 
9:45am  to  10:15am 

10:15am  to  10:45am 
10:45am  to  11:45am 

11:45am  to  12:15pm 

12:15pm  to  1:00pm 
1:00pm  to  1:30pm 

1:30pm  to  2:30pm 

2:30pm  to  3:00pm 
3:00pm 


Registration  and  Networking  Breakfast 

Turning  Information  into  Insight: 

The  Changing  Role  of  Business  Intelligence  in  the  Enterprise 

Maryfran  Johnson.  Editor  in  Chief,  Computerworld 

The  User  Experience:  An  In-Depth  Case  Study 
Thriving  in  Times  of  Transition:  One  CIO’s  Perspective 

Doug  Busch,  CIO,  Intel 
Refreshment  and  Networking  Break 

High-Impact  Strategies  for  Delivering  Business  Intelligence  Results 

Panel  Discussion  moderated  by  Julia  King.  National  Correspondent,  Computerworld 

Evolving  the  Enterprise:  Leveraging  Information  for  Competitive  Gain 

Jim  Davis,  SVP,  SAS  Institute 
Networking  Luncheon 

Building  Innovation  into  a  Business  Intelligence  Infrastructure 

Shaku  Atre,  author  of  Business  Intelligence  Roadmap  and  President,  Atre  Group 
Regulated  IT:  Uncle  Sam  Wants  Your  Data 

Panel  Discussion  moderated  by  Tom  Hoffman.  Computerworld  Reporter 
Thornton  May,  IT  Futurist  and  Computerworld  Columnist 
Program  concludes 


Selected 

speakers 

include: 


Tony  LoFrumento 
Executive  Director 
Customer  Relationship 
Management 
Morgan  Stanley 


Shaku  Atre 
Author 

Business  Intelligence 
Roadmap 


Thornton  May 
IT  Futurist 


Doug  Busch 

CIO 

Intel 


M 


Maryfran  Johnson 
Editor  in  Chief 
Computerworld 


Apply  for  registration  today 

For  more  information  or  to  apply,  visit  www.itexecutivesummit. com/bi 


Exclusively  sponsored  by: 

5.sa&  int©l 


*  '  H sr 


COMPUTERWORLD 

IT  Executive  Summit 

on  Business  Intelligence 

www.itexecutivesummit.com/bi 
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25.85  sec 


Dell/Linux  Sun/UNIX 
Oracle  9/  Oracle  9/ 


27% 

Less 

Expensive  S44646 


Dell/Linux  Sun/UNIX 

Oracie9/'  Oracle9/ 


Dell  PowerEdge”  6650  4P  Server  and  Sun  Fire  V480  4P  Server 


Last  year,  Dell  sold  more  Linux  servers  in  the  U.S.  than  any  other  server  vendor!  And  here's 

one  reason  why.  In  a  recent  Dell  test,  a  Dell/Oracle®  9//Linux  solution  running  an  Intel®  Xeon” 
processor-based  Dell  PowerEdge™  6650  4P  server  was  89%  faster  and  27%  less  expensive  than  a 
Sun  Fire  V480  4P  server  running  an  Oracle  9//Sun  Solaris  solution.2  To  see  complete  test  results,  go 
to  www.dell.com/migration17. 


There's  little,  if  any,  debate:  Migrating  from  UNIX  to  a  standards-based  solution  lowers  cost  and 
increases  flexibility.  Dell  gives  you  both  mind-bending  performance  and  unparalleled  expertise,  all 
at  a  great  value.  And  the  entire  solution  is  backed  by  enterprise  level  24/7  service  and  support. 


The  migration  is  on.  Find  out  how  you  can  make  the  most  of  it  for  your  organization.  Call 
1-866-535-0388  or  go  to  the  Dell  UNIX  Migration  online  calculator 
atwww.dell.com/migration17  to  see  how  a  Dell  solution  can  lower 
your  migration  costs  and  help  simplify  the  transition. 


Leading  enterprise  solutions.  Easy  as 


D6LL 


■ 


Clickwww.dell.com/migration17  Call  1-866-535-0388 

toll  free 

•vim.  j  on  ;i  Qiu»:  :ei l>  Server  fracker,  June  2003  tests  by  Dell  in  January  2003  on  baseball  database.  Dell  configuration:  Dell  PoweiEdge  6650  server  with  four  2.0  GHz  Xeon  MP  processors.  Red  Hat  Linux  Advanced  Server  2.1,  3  Year  Gold  Support.  Price  $32,419  (www.dell.com.  7/1/03).  Sun 
■ : i f 1  rj j r <i Vri r ■  Sun  hre  V4B0  server  with  four  900  MH?  UltraSPARC  III  processors.  Solaris  9  (12/02  version)  3  Year  Gold  Support.  Price:  $44,646  (www  sun.com.  7/1/03).  For  details  and  results,  see:  www.dell.com/migration. 

h  v  the  Intel  log.  and  Intel  Xeon  are  trademarks  or  registered  trademarks  of  Intel  Corporation  or  its  subsidiaries  in  the  United  States  and  other  countries  Dell,  the  Dell  logo  and  PowerEdge  are  registered  trademarks  of  the  Dell  Inc.  ©2003  Dell  Inc.  All  rights  reserved. 
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Mexico 


It’s  close  to  home, 
but  programmers 
may  need  specific 
instructions. 

By  Alan  S.  Horowitz 


Americans  tend  to  view 
Mexico  as  a  Third  World 
country,  which  is  technically 
the  case.  Less  appreciated  is 
Mexico’s  rank  as  the  11th- 
biggest  economy  in  the  world.  With 
an  important  economy  so  close  to  the 
U.S.,  it’s  no  surprise  that  Mexico  is  a 
player  in  the  global  market  for  IT  out¬ 
sourcing  services. 

“There  is  a  very  large,  educated, 
young  population.  There  are  plenty  of 
people  available  for  the  work,  includ¬ 
ing  skilled  technical  people,”  says  Ray¬ 
mond  Duran,  an  account  executive  in 
the  Juarez,  Mexico,  office  of  GECIS 
Americas,  an  outsourcing  ven¬ 
dor  that’s  part  of  General  Elec-  i 
trie  Co. 

“The  talent  pool  is  similar 
to  the  U.S.  for  a  much 
cheaper  price,  at  least  a 
third  the  price,”  says  Gary  i 
Taylor,  controller  for 
KPMG  International’s 
Dallas  Accounting 
Service  Center, 
which  outsources 
accounting  ser¬ 
vices  and  some 
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30 
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i  IT  skills  availability 

43 

Low 

\  Hand  network  infrastructure  44 

Low 
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programming  to  GECIS  in  Mexico. 

David  Mard  has  a  somewhat  differ¬ 
ent  view  of  Mexico’s  cost  advantages. 
The  director  of  IT  at  Mexico  Express, 
a  regional  courier  service  in  La  Mira¬ 
da,  Calif.,  says  he  finds  that  on  larger 
IT  projects,  outsourcing  to  Mexico 
saves  50%  to  60%  of  the  cost  of  doing 
the  same  project  in  the  U.S.  But  on 
smaller  projects,  there’s 
little  or  no  savings. 

“The  price  for  an  ap¬ 
plication  developer  in 
the  U.S.  is  $100  to  $125 
per  hour  and  $20  to  $30 
per  hour  in  Mexico,  but  it 
takes  four  times  as  many 
people  do  to  the  project 
in  Mexico.”  When  asked 
why,  he  says,  “I  don’t 
know.  I  just  know  the 
larger  the  project,  the 
more  the  cost  savings.” 

Lower  costs  are,  of 
course,  a  driving  force  behind  out¬ 
sourcing  to  any  country,  but  Mexico 
has  some  additional  positives  going 
for  it.  According  to  Stephen  Lane,  an 
analyst  at  Aberdeen  Group  Inc., 
these  include  proximity  to  the 
U.S.,  a  workforce  that  is 
well  educated 
(though  a  small 
part  of  the  total 
population)  and  a 
good  location  for 
doing  business  in 
Latin  America. 

_  Location  is  one  rea- 

son  why  Mexico  Ex¬ 
press  outsourced  to  Mexico.  Having 
programmers  who  know  the  geogra¬ 
phy  and  cities  —  and  who  understand 
the  regional  business  culture  —  is  a 
“huge  advantage,”  says  Mard. 

In  addition,  Mexico  has  three  tech¬ 
nology  parks.  Monterrey  Technology 
Park,  located  15  minutes  from  Monter¬ 
rey’s  International  Airport  and  120 
miles  from  the  U.S.  border,  is  designed 
to  house  multinational  companies. 
Apodaca  Technology  Park  is  also  lo¬ 
cated  near  Monterrey,  and  Guadalajara 
Technology  Park  is  located  in  the 
heart  of  Mexico’s  version  of  Silicon 
Valley. 


The  Monterrey 
Institute  of  Technology 
and  Higher  Learning 
has  17,441  students 
with  majors  such  as 
computer  systems 
engineering  and 
computer  systems 
administration. 


TECH-EC0N0MY.ORG, 
PALO  ALTO,  CALIF. 


Mexico  does  have  its  limitations. 
Peter  Bendor-Samuel,  CEO  of  out¬ 
sourcing  consultancy  Everest  Group 
in  Dallas,  notes  that  Mexicans  with  a 
good  education  have  a  lot  of  job  op¬ 
tions,  including  going  to  the  U.S.  “Peo¬ 
ple  have  struggled  with  maintaining 
staff  there  and  expanding  rapidly,”  he 
says.  “That  will  reflect  on  the  quality 
of  your  work  and  the  price  points.” 

Mard  says  the  Mexican  program¬ 
mers  he  has  worked  with  haven’t  been 
good  at  taking  a  project  from  begin¬ 
ning  to  end.  They’ve  been  better  at  de¬ 
velopment  than  design  and  have  re¬ 
quired  design  specifications  to  be  as 
detailed  as  possible. 

For  example,  he  says  he  asked  for  a 
program  to  produce  a  printed  cus¬ 
tomer  receipt.  What  he  got  was  a  pro¬ 
gram  that  produced  a 
receipt,  but  with  prices 
rounded  to  a  trillionth 
of  a  cent.  When  Mard 
said  that  didn’t  make 
sense,  the  response  was 
that  he  hadn’t  specified 
that  he  wanted  it  other¬ 
wise.  “If  we  are  specific, 
they  do  a  dynamite  job 
developing  code,  but  if 
we’re  vague,  there’s 
trouble,”  he  says. 

Duran  says  you 
should  always  make  a 
site  visit  to  confirm  what  the  out¬ 
sourcer  says.  For  example,  an  out¬ 
sourcer  might  accurately  say  that  the 
computer  room  has  electric  generator 
backup,  but  that  doesn’t  mean  the 
workstations  have  uninterruptible 
power  supplies.  As  a  result,  in  a  black¬ 
out,  such  a  facility  would  effectively  be 
closed  because  all  the  workstations 
would  be  down. 

Be  sure  to  ask  how  much  experience 
the  management  staff  has,  and  talk  to 
the  production  people  to  make  sure 
they  understand  the  processes  they’re 
working  on.  “In  Mexico,”  Duran  says, 
“you  have  a  lot  of  small  mom  and  pop 
shops  that  try  to  get  into  [business 
process  outsourcing],  so  as  a  customer, 
you  have  to  validate  what  they  can  do.” 

While  Mexico  has  its  shortcomings, 
they  haven’t  dissuaded  Mard  from  out¬ 
sourcing  there.  “I  feel  more  comfort¬ 
able  doing  business  in  Mexico,”  he 
says.  “It’s  just  a  two-hour  flight,  and  I 
know  nothing  about  India,”  where  he 
has  also  considered  outsourcing. 
Overall,  Mard  says,  “we’re  very,  very 
satisfied.”  I 

Horowitz  is  a  freelance  writer  in 
Salt  Lake  City.  Contact  him  at 
alan@ahorowitz.com. 
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Low  taxes  and  a  friendly  culture  make 
this  nation  appealing  for  IT  centers.  But 
there’s  a  price  to  pay  for  those  skilled 
workers.  By  Steve  Ulfelder 
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When  cios  talk  about 
their  operations  in 
Ireland  and  Northern 
Ireland,  the  word  com¬ 
fortable  arises  fre¬ 
quently.  Both  Ireland 
and  Northern  Ireland,  which  remains 
part  of  the  U.K.,  are  relatively  close  to 
the  U.S.,  and  their  language,  infrastruc¬ 
ture,  and  inhabitants’  culture  and  work 
ethic  are  all  familiar  and  comfortable 
to  the  American  eye.  There’s  a  catch, 
though:  Companies  that  send  IT  work 
to  Ireland  pay  a  stiff  premium  for  that 
comfort. 

According  to  Gartner  Inc.,  Irish  out¬ 
sourcers  have  generally  focused  on  the 
aggregation  and  implementation  of 
packaged  software  applications,  rather 
than  on  development  and  maintenance. 
However,  the  experience  of  The  All¬ 
state  Corp.  in  Northbrook, 
Ill.,  has  been  different.  In 
1999,  in  response  to  sky¬ 
rocketing  U.S.  salaries,  All¬ 
state  (through  subsidiary 
Northbrook  Technology) 
created  a  Northern  Ireland 
IT  group  that  now  employs 
about  575  people  in  Belfast  and 
75  in  Derry,  according  to  Mike 
Scardina,  assistant  vice  president  for 
IT  finance. 

The  types  of  duties  entrusted  to  the 
Northern  Ireland  group  have  “matured 
and  grown,”  Scardina  says.  “Initially,  it 
was  mostly  maintenance,  but  the  vari¬ 
ety  of  skills  [possessed  by  the  Irish 
workers]  and  increased  quality  have  let 
us  develop  over  70  apps,”  including 
software  related  to  Allstate’s  property 
and  casualty  insurance,  annuity  prod¬ 
ucts  and  even  enterprise  security. 

One  East  Coast  CIO  whose  company 
is  mulling  offshore  outsourcing  and 
who  requested  anonymity  says  Ireland 
is  high  on  his  list  based  on  previous  ex¬ 


perience.  “The  last  company  I  was  at 
did  software  development  work  in 
Belfast,  and  it  was  very  encouraging,” 
the  CIO  says.  “The  government  was 
highly  encouraging,  offering  good  tax 
benefits,  and  the  development  work  it¬ 
self  was  outstanding.” 

Both  Northern  Ireland  and  Ireland 
itself  are  a  six-hour  plane  ride  from  the 
East  Coast  of  the  U.S.,  and  there’s  plen¬ 
ty  of  overlap  in  the  business  days  of 
U.S.  and  Irish  workers.  That  makes 
it  possible  to  pick  up  the  phone  and 
make  a  call  when  necessary,  which 
Scardina  says  was  an  important  con¬ 
sideration  for  Allstate. 

Scardina  says  that  because  of  the 
benefits  of  outsourcing  to  Northern 
Ireland,  Allstate  didn’t  seriously  con¬ 
sider  setting  up  operations  in  other 
nations.  He  declines  to  say  exactly 
how  much  Allstate’s  Irish  workers  are 
paid  but  notes  that  the  number  is 
“more  than  50%  but  less  than  75%  of 
contractor  rates  in  the  U.S.”  According 
to  Computers orld’s  2002 
Salary  Survey,  the  average 
contractor  salary  in  the 
U.S.  is  about  $87,000. 

Larry  Gordon,  vice  pres¬ 
ident  of  marketing  at  Tea- 
neck,  N.J.-based  Cognizant 
Technology  Solutions 
Corp.,  which  provides  off¬ 
shore  outsourcing  ser¬ 
vices,  says  Ireland’s  IT 
professionals  are  significantly  more 
expensive  compared  with  those  in  oth¬ 
er  nations.  In  Ireland,  Cognizant  pays 
“prevailing  wages  or  better,”  Gordon 
says,  characterizing  Irish  IT  salaries  as 
about  midway  between  those  in  the 
U.S.  and  those  in  India. 

Aggressive  government  efforts  have 
increased  Ireland’s  appeal.  Ireland’s 
tax  rate,  12.5%,  is  the  lowest  in  Western 
Europe.  (Northern  Ireland’s  taxes  are 
higher.)  And  both  governments  offer 
foreign  businesses  grants  on  every¬ 
thing  from  capital  investment  to  re¬ 
cruiting  to  training.  These  induce¬ 
ments  make  it  especially  appealing  to 
set  up  wholly  owned  subsidiaries  in 
Ireland. 

Education  Advantage 

Prudential  Financial  is  another  com¬ 
pany  that  has  created  an  IT  subsidiary 
in  Ireland.  The  Newark,  N.J.-based 
financial  services  firm  launched  the 
subsidiary  in  2000  to  develop  and 
test  applications,  according  to  Paul 
Carmody,  Prudential’s  vice  president 
of  global  sourcing.  In  2001,  Pruden¬ 
tial  added  an  inbound  call  center  for 
its  property  and  casualty  insurance 
business. 


All  told,  the  company  employs  about 
400  people  at  its  facility  in  Letterken- 
ny.  Prudential  chose  this  remote  town 
in  County  Donegal,  three  and  a  half 
hours  from  Dublin,  partly  to  take  ad¬ 
vantage  of  another  strength  of  Ireland: 
a  top-notch  education  system. 

“In  Ireland,  the  best  and  the  brightest 
are  now  going  into  software,”  says  Mar¬ 
ty  McCaffrey,  executive  director  of  Sal¬ 
inas,  Calif.-based  Software  Outsourcing 
Research.  Letterkenny  boasts  a  strong 
technical  school  that  feeds  Prudential  a 
stream  of  talented  IT  workers  at  what 
Carmody  calls  an  apprentice  level  — 
with  apprentice-level  salaries. 

Why  actively  seek  less  expensive 
apprentices,  rather  than  simply  find  a 
cheaper  country?  Carmody  says  Ire¬ 
land’s  advantages  make  the  country’s 
premium  price  worthwhile,  but  that 
doesn’t  prevent  Prudential  from  seek¬ 
ing  bargains  where  possible.  The 
company  pays  its  Irish  IT  workers 
“right  in  the  average  range,”  he  adds. 

McCaffrey  puts  that  at 
$23,000  to  $36,000. 

Salaries  are  Ireland’s 
Achilles’  heel.  The  coun¬ 
try’s  low  population 
(3.9  million  in  2002,  ac¬ 
cording  to  the  CIA’s  The 
World  Factbook ),  strong 
economy  and  early  suc¬ 
cess  as  an  offshore  labor 
source  have  driven  up 
costs.  The  outstanding  universities 
and  three-year  technical  programs  in 
Ireland  and  Northern  Ireland  turn  out 
only  11,000  or  so  computer  science 
graduates  each  year,  McCaffrey  says, 
and  there’s  a  lot  of  competition  for 
those  fresh-faced  IT  pros:  IBM,  Ora¬ 
cle  Corp.  and  Microsoft  Corp.  are  just 
a  few  of  the  U.S.  high-tech  giants  that 
have  major  production  and  develop¬ 
ment  facilities  in  Ireland. 

Factor  in  a  high  cost  of  living,  and 
the  essential  truth  is  that  Irish  IT  work¬ 
ers  don’t  come  cheap  compared  with 
their  counterparts  in  other  countries. 

Although  Ireland  is  pricier  than 
many  offshore  options,  that  premium 
buys  companies  extremely  low  risk, 
according  to  Debashish  Sinha,  an  ana¬ 
lyst  at  Gartner.  Although  terrorism 
plagued  Northern  Ireland  for  30  years, 
Irish  Republican  Army  terrorist  activi¬ 
ty  has  essentially  halted  since  the  sign¬ 
ing  of  a  1998  peace  accord. 

“Ireland  has  made  a  commitment,” 
McCaffrey  says.  “They  are  going  to  be 
a  world  software  powerhouse.”  I 


Ulfelder  is  a  freelance  writer  in 
Southboro,  Mass.  Contact  him 
at  sulfelder@charter.net. 


Ireland’s  cor  orate 
tax  structure  is  the 
most  attractive  in 
Europe,  with  a  top 
rate  of  12.5%. 
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Low-level  IT  work  is  its  forte  now,  but  this 
Asian  giant  is  eyeing  a  future  as  a  major 
outsourcing  player.  By  Steve  Ulfelder 
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CHINA’S  potential  in  the 
outsourcing  game  causes 
India,  the  Philippines  and 
other  outsourcing  strong¬ 
holds  to  tremble  in  their 
boots,  experts  say.  And  for 
good  reason:  The  nation  boasts  a  mas¬ 
sive  population,  a  strong  university 
system  and  a  central  government  that’s 
determined  to  create  a  global  technol¬ 
ogy  powerhouse. 

But  for  now,  China  is  best  suited 
to  low-level  IT  work  such  as  mainte¬ 
nance  and  porting,  most  analysts  say. 
The  country’s  IT  workers  are  also 
happy  to  do  work  on  older  systems, 
such  as  the  AS/400,  that  may  no  longer 
interest  Indian  firms. 

Despite  this  assessment,  Bain  Capi¬ 
tal  LLC  is  entrusting  application  de¬ 
velopment  work  to 
China,  according  to 
Dave  Hamilton,  CIO  at 
the  Boston  investment 
firm.  “This  is  a  full- 
fledged  Web-based  [trad¬ 
ing]  application,”  he  says. 
In  a  project  managed  by 
E5  Systems  Inc.,  a  Waltham, 
Mass.,  offshore  outsourcing 
vendor,  Chinese  programmers  will  de¬ 
velop  and  then  maintain  the  software. 
The  application  development  began 
just  months  ago,  so  Hamilton  says  it’s 
far  too  early  to  say  whether  the  project 
will  succeed.  He  advises  peers  to  “work 
very,  very  closely  with  [an]  outsourcer 
when  the  country  is  an  unknown.” 

“Cost  was  the  only  factor”  in  Bain 
Capital’s  decision  to  outsource  to 
China,  Hamilton  says.  “We  don’t  care 
where  the  resources  come  from  —  E5 
is  responsible,  and  they  assure  us  the 
appropriate  resources”  can  be  found  at 
the  bargain  rate,  he  says. 

Cost  was  also  the  big  draw  at  Sweet¬ 


heart  Cup  Co.,  which  is  in  the  early 
stages  of  a  shift  from  proprietary  pro¬ 
duction  software  to  an  open-source 
platform  encompassing  Java,  Linux  and 
Apache  servers,  says  John  McGregor, 
CIO  of  the  Owings  Mills,  Md.,  manufac¬ 
turer.  Sweetheart  is  sending  the  work  to 
China  after  determining  it  will  cost  40% 
less  there  than  it  would  have  in  India. 

“We’re  a  penny  business  anyway,” 
says  McGregor,  referring  to  the  low- 
cost  paper  cups  Sweetheart  manufac¬ 
tures.  “These  days,  it’s  all  about  cost 
containment,  so  that  40%  is  attractive.” 

Like  Bain  Capital,  Sweetheart  Cup  is 
using  E5  as  its  outsourcer,  and  the  proj¬ 
ect  is  in  its  infancy.  The  companies’ 
CIOs  concede  that  there  are  increased 
risks  but  say  that  signing  on  with  a 
leading  outsourcer  such  as  E5  or  Lion- 
bridge  Technologies  Inc.,  also  based 
in  Waltham,  mitigates  those  risks. 

Wireless  work  is  also  viewed  as  a 
Chinese  strength.  The  nation  “got  to 
skip  a  whole  generation  of  technology,” 
says  Gordon  Brooks,  E5  Systems’  CEO, 
and  thus  enjoys  a  wireless  infrastruc¬ 
ture  that  belies  its  overall  immaturity. 
In  addition,  China  is  embracing  open- 
source  software,  especially  Linux  —  at 
least  in  part  because  the  nation  is  one 
of  the  worst  offenders 
where  software  piracy  is 
concerned.  (According  to 
a  2002  International  Intel¬ 
lectual  Property  Alliance 
special  report,  there’s  a 
93%  revenue  loss  for  busi¬ 
ness  software  in  China.) 

Brooks  says  the  company 
pays  its  Chinese  program¬ 
mers  more  than  the  national  average, 
which  analysts  say  is  about  $5,850  per 
year,  though  English-speaking  pro¬ 
grammers  can  make  about  $9,000. 

However,  China  is  relatively  inexpe¬ 
rienced  compared  with  India,  Ireland 
and  other  nations,  according  to  Gart¬ 
ner  Inc.  But  its  major  weakness  is  a 
lack  of  familiarity  with  everyday  use  of 
the  English  language.  English  is  taught 
in  Chinese  schools,  and  in  fact,  for  the 
past  eight  years,  college  students  have 
had  to  pass  an  exam  testing  their  profi¬ 
ciency  in  order  to  graduate.  “So  Chi¬ 
nese  [IT  professionals]  all  read  and 
write  English  well,”  says  Brooks.  “But 
that  doesn’t  mean  they  speak  it  well.” 

Overall,  China  lacks  the  maturity  of 
more  established  countries.  Skilled 
project  managers  are  hard  to  come  by, 
and  certification  even  more  so,  accord¬ 
ing  to  Gartner. 

Moreover,  while  the  Communist  Par¬ 
ty  of  China  has  pushed  to  make  China 
an  outsourcing  player,  government  in¬ 
volvement  in  the  traditionally  wide- 


open  world  of  software  development 
is  a  double-edged  sword,  says  Stephen 
Lane,  an  analyst  at  Aberdeen  Group 
Inc.  in  Boston.  “This  is  a  government 
that  shuts  down  Web  sites,  remember.” 

The  political  climate  in  China  will 
give  some  IT  organizations  pause. 
“When  people  think  China,  they  think 
Tiananmen  Square,”  Brooks  says.  He 
adds  that  judging  a  vast  nation  this 
way  is  like  “judging  the  U.S.  by  watch¬ 
ing  tapes  of  the  Rodney  King  beating.” 

“The  Chinese  government  is  taking  a 
tremendous  gamble,”  Lane  says.  “They 
are  saying,  ‘We  can  continue  to  be  au¬ 
thoritarian  and  maintain  the  Commu¬ 
nist  Party  if  we  open  up  our  economy 
and  [thus]  offer  people  better  lives.’  If 
they  fail  for  any  reason,  the  risks  of  in¬ 
ternal  political  strife  are  tremendous.” 

For  this  reason,  companies  using 
Chinese  outsourcers  must  be  vigilant 
on  risk-mitigation  basics,  such  as  off¬ 
site  backup  and  employee  screening. 

Sheer  numbers  are  key  to  China’s  rise 
as  an  IT  player.  As  home  to  1.28  billion 
people  in  2002,  according  to  the  Popu¬ 
lation  Reference  Bureau  —  about  one- 
fifth  of  the  total  world  population  — 
the  nation  boasts  about  400,000  IT 
professionals,  according  to  analyst  and 
vendor  estimates.  That 
number  rises  by  50,000 
each  year,  Gartner  says. 
And  according  to  Marty 
McCaffrey,  executive  di¬ 
rector  of  Software  Out¬ 
sourcing  Research  in  Sali¬ 
nas,  Calif.,  China’s  univer¬ 
sities  could  soon  churn 
out  a  staggering  200,000 
computer  science  graduates  annually. 

The  anticipated  massive  increase  is 
a  product  of  the  communist  govern¬ 
ment’s  decision  to  become  a  world 
technology  leader,  according  to  several 
analysts.  To  that  end,  China  has  pulled 
out  all  the  stops  as  only  an  authoritari¬ 
an  government  can.  In  the  past  half¬ 
decade,  the  country’s  strong  university 
system  has  ratcheted  up  programs  in 
both  computer  science  and  English, 
says  Atul  Vashistha,  CEO  of  NeoIT 
Inc.,  an  offshore  outsourcing  advisory 
firm  in  San  Ramon,  Calif.  And  McCaf¬ 
frey  says  China  is  building  no  fewer 
than  10  universities  right  now  to  in¬ 
crease  its  supply  of  IT  professionals. 

As  China  produces  such  a  prodi¬ 
gious  quantity  of  IT  pros,  and  as  their 
project  management  skills  and  English 
proficiency  mature,  it’s  no  wonder 
competitors  are  nervous.  I 


Ulfelder  is  a  freelance  writer 
in  Southboro,  Mass.  Contact  him 
at  sulfelder@charter.net. 


China’s  IT 
professionals  cost 
about  15%  less  than 
comparable  Indian 
workers. 
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This  small  island  packs  a  powerful  outsourcing 
punch,  but  it’s  not  cheap.  By  Stacy  Collett 


he  tiny  island  of  Singapore 
is  considered  one  of  the  most 
wired  countries  in  the  world. 
In  fact,  Singapore  recently 
leapt  into  first  place  in  the 
global  IT  economy  rankings  produced 
by  nonprofit  Tech-Economy.org,  sur¬ 
passing  the  U.S.  and  Sweden.  Singapore 
earned  top  marks  for  its  free-trade 
policies  and  “visionary  government.” 

Because  Singapore  has  a  world-class 
telecommunications  infrastructure  and 
a  highly  skilled  workforce  of  2  million 
people,  many  global  firms  choose  it  for 
their  Asian  headquarters,  including 
IBM,  Electronic  Data  Systems  Corp. 
and  SAS  Institute  Inc.  Other  U.S.- 
based  companies  outsource  their  data 


center  operations  and  network  man¬ 
agement  to  Singapore. 

But  compared  with  other  Asian  loca¬ 
tions,  Singapore  is  expensive.  Labor 
rates  can  be  double  those  of  other 
Southeast  Asian  countries,  according 
to  some  U.S.  companies  that  outsource 
to  the  region. 

Naperville,  Ill.-based  Ondeo  Nalco 
Co.  chose  Singapore  for  some  of  its  off¬ 
shore  outsourcing  because  the  applica¬ 
tion  being  developed  would  be  used  by 
Asian  employees. 

“The  applications  were  very  local  in 
their  use,  and  they  needed  Asian  lan¬ 
guage  support.  It  was  better  for  the  re¬ 
quirements  to  be  done  by  native  Asians 
rather  than  here  in  the  U.S.,”  says  Paul 


Gould,  group  leader  for  global  IT  de¬ 
velopment  at  Ondeo  Nalco.  The  com¬ 
pany  chose  a  small  Singapore  vendor 
for  the  project,  and  the  eight-month 
engagement  went  smoothly. 

Other  U.S.-based  companies  use  Sin¬ 
gapore  for  sensitive  operations  such  as 
data  centers  because  of  a  strong  tele¬ 
communications  infrastructure  and 
labor  rates  that  are  lower  than  those  in 
the  U.S.,  explains  Atul  Vashistha,  CEO 
of  NeoIT  Inc.,  an  offshore  outsourcing 
advisory  firm  in  San  Ramon,  Calif. 

Singapore  outsourcing  vendors  Jaya- 
soft  Solutions  Pte.  and  National  Com¬ 
puter  Systems  Pte.  are  also  known  for 
their  applications  development,  soft¬ 
ware  maintenance  and  systems  inte¬ 
gration  work. 

“Singapore  is  most  expensive,  but 
the  trade-off  is  that  it’s  far  more  stable 
[than  many  other  Asian  countries],  and 
you  don’t  have  to  make  the  infrastruc¬ 
ture  investment,”  says  Howard  Rubin, 
executive  vice  president  of  Meta 
Group  Inc.  Americans  also  feel  com¬ 
fortable  with  Singapore’s  free-market 
economy,  which  often  follows  the  U.S. 
economy’s  lead. 

Singapore’s  government  has  high 
hopes  of  establishing  the  country  as 
Southeast  Asia’s  financial  and  high- 
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tech  hub.  “Their  goal  is  6  million  IT 
workers,”  Vashistha  says.  “Right  now, 
a  lot  of  the  labor  force  comes  from 
outside  the  coun¬ 
try  —  a  lot  from 
India.  You’re 
starting  to  see 
Singapore 
companies 
outsourcing 
their  work  to 
India  and 
China.”  ft 


Collett  is  a  freelance  writer  in  Sterling, 
Va.  Contact  her  at  stcollett@aol.com. 
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Vietnam 


A  ‘country  in  progress’ 
has  high  hopes  but 
lacks  modem  facilities. 
By  Stacy  Collett 


AS  AN  OUTSOURCING  LOCATION, 
Vietnam  is  about  10  years  be¬ 
hind  India.  It  has  attracted  at¬ 
tention  because  its  education 
systems  are  good,  but  its  grad¬ 
uates  lack  adequate  English  proficien¬ 
cy.  Telecommunications,  power  and 
buildings  need  improvement,  and  un¬ 
certainty  about  the  region’s  stability 
remains. 

But  that  hasn’t  stopped  outsourcers 
from  setting  up  shop  in  the  country  or 
some  adventurous  U.S.-based  clients 
from  outsourcing  their  operations  there. 
QualityLogic  Inc.,  a  software  quality 
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testing  company  in  Moorpark,  Calif., 
began  outsourcing  the  development  of 
specialized  software  for  printers  and 
fax  machines  in  August  2002  to  Global 
Cybersoft  Inc.  (GCS),  a  San  Jose  firm 
with  operations  in  Ho  Chi  Minh  City. 

The  first  challenges  that  QualityLogic 
faced  included  the  14-hour  time  differ¬ 
ence  and  language  barriers.  To  solve 


both  problems,  employees 
communicate  chat  and 

e-mail.  “The 
English  skills 
of  the  engi¬ 
neers,  while 
they  may  be 
'  good  in  written 
form,  are  some¬ 
times  difficult  to 
work  with  in  spo¬ 
ken  form,”  says 
James  Mater,  QualityLogic’s  president. 
“Overall,  the  Vietnamese  staff  is  young 
and  eager  to  learn.  We  find  chat  ses¬ 
sions  are  really  good.” 

But  Vietnam  faces  other  hurdles. 

By  2005,  the  Vietnamese  government 
wants  to  employ  50,000  IT  workers 
and  become  part  of  the  World  Trade 
Organization.  To  reach  those  goals, 
“they’ll  have  to  get  their  act  together,” 
says  Heinz  Platten,  vice  president  for 
offshore  business  development  at  GCS. 
“They  have  to  modernize  the  banking 
system,  infrastructure,  phone  system. 
Once  they’re  part  of  the  WTO,  it  will 
probably  be  easier  to  attract  business.” 

The  country’s  progress  wasn’t 
helped  by  the  SARS  epidemic.  “Viet¬ 
nam  was  one  of  the  early  SARS-affect- 
ed  countries.  We  canceled  two  sched¬ 


uled  trips  to  Vietnam.  That  actually  set 
us  back  about  one  to  two  months  in 
one  of  our  initiatives,”  says  Mater. 

“We  were  able  to  continue  our  work 
through  electronic  and  voice  commu¬ 
nications  . . .  but  there’s  really  no  sub¬ 
stitute  for  some  personal  meetings.” 

Still,  companies  that  can  manage  to 
work  in  a  “country  in  progress”  will  en¬ 
joy  lower  labor  costs  than  in  India  or 
China.  GCS,  for  instance,  pays  pro¬ 
grammers  in  Vietnam  $3,600  to  $6,000 
annually.  But  team  leaders  and  pro¬ 
gram  managers  earn  10%  to  20%  more, 
comparable  to  wages  in  India,  because 
they  require  more  experience  with  U.S. 
clients  and  better  English  skills. 

“It’s  best  to  work  with  them  on  a 
project  basis  with  good  specifications,” 
Mater  says.  “We  struggled  some  to  di¬ 
rect  people  on  a  day-to-day  basis  our¬ 
selves.  Work  through  a  project  manag¬ 
er  there.”  Project  managers  work  at  the 
offshore  location  but  communicate  dai¬ 
ly  with  U.S.  clients  to  make  sure  that 
instructions  are  interpreted  correctly 
and  that  business  plans  are  packaged 
into  specific  tasks  for  the  offshore  team. 
“It’s  worth  paying  for,”  says  Mater,  ft 


Collett  is  a  freelance  writer  in  Sterling, 
Va.  Contact  her  at  stcollett@aol.com. 
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THE  MALAYSIAN  GOVERNMENT 

aspires  to  build  the  country  of 
22  million  people  in  the  image 
of  Singapore’s  exceptional 
technology  success.  It  has 
invested  $10  billion  in  two  high-tech 
parks  —  Cyberjaya  and  Putrajaya  —  as 
part  of  its  Multimedia  Super  Corridor 
project  to  attract  international  business. 

Motorola  Inc.  plans  to  move  its  4- 
year-old  Malaysian  software  develop¬ 
ment  center  from  Kuala  Lumpur  to  the 
Cyberjaya  park  next  year,  now  that  the 
infrastructure  is  ready. 

“So  far,  [Malaysia]  has  worked  won¬ 
ders  for  us,”  says  S.  Surya,  managing 
director  of  Motorola’s  Malaysia  soft¬ 
ware  center.  The  center  develops  soft¬ 
ware  for  Motorola’s  wireless  net¬ 
works,  as  well  as  embedded  applica¬ 
tions  for  cell  phones;  it  also  does 


process  consulting  work  for  several 
Malaysian  banks. 

Surya  says  his  team  of  software  engi¬ 
neers  has  turned  out  to  be  world-class. 
Experienced  software  engineers  in  the 
country  earn  about  $30,000  annually. 

By  2011,  local  officials  expect  the 
high-tech  corridor  to  be  supporting  a 
working  population  of  approximately 
50,000  and  a  resident  population  of 
more  than  120,000.  But  the  sluggish 
economy  has  slowed  the  country’s 
technology  momentum,  and  it  contin¬ 
ues  to  struggle  with  a  small  workforce. 

“Malaysia  is  still  an  emerging  player 
in  the  outsourcing  space,”  says  Partha 
Iyengar,  a  Gartner  Inc.  analyst  in  Pune, 
India.  But  the  country  is  still  forging 
ahead.  Construction  of  the  high-tech 
parks  includes  a  state-of-the-art  fiber¬ 
optic  network,  new  roads,  and  new  of¬ 


fice  and  living  spaces.  The  government 
is  also  considering  a  set  of  laws  pro¬ 
moting  e-commerce. 

The  critical  shortage  of  skilled  IT 
workers,  however,  remains  the  coun¬ 
try’s  biggest  concern.  “The  pool  of  ca¬ 
pable  programmers  is  small.  They  im¬ 
port  a  lot  of  talent  from  India  and  Chi¬ 
na,”  says  Atul  Vashistha,  CEO  of  NeoIT 
Inc.,  an  offshore  outsourcing  advisory 
firm  in  San  Ramon,  Calif. 

Surya  says  that  Malaysian  workers 
today  are  competent  in  English  and 
well  trained  for  data  center  and  busi¬ 
ness  process  outsourcing  jobs,  where 
“you  don’t  need  a  top-notch  computer 
scientist  to  do  the  job.”  But  for  cutting- 
edge  software  product  development, 
the  talent  pool  gets  smaller. 

To  combat  the  problem,  the  Malaysian 
government  has  established  “smart 
schools”  that  have  the  staff  and  equip¬ 
ment  to  train  a  large  IT  workforce. 

Today,  U.S.-based  companies  such  as 
IBM  have  set  up  IT  and  shared  ser¬ 
vices  operations  in  the  country,  and 
Computer  Sciences  Corp.  is  active  in 
outsourcing  for  local  companies  there. 
Electronic  Data  Systems  Corp.  and 
messaging  systems  vendor  Tecnomen 
Corp.,  based  in  Finland,  have  set  up 
shop  in  Malaysia’s  Cyberjaya  park.  But 
there’s  room  for  many  more. 


Brazil 


It’s  a  sleeping  giant 
with  a  tradition  of 
high-quality  software. 
By  Alan  S.  Horowitz 


Brazil  is  well  known  for  the 
bossa  nova,  string  bikinis  and 
Amazon  forests.  Less  well 
known  is  that,  by  many  mea¬ 
sures,  it’s  one  of  the  world’s 
major  countries.  It  ranks  fifth  in  both 
geographic  size  and  population  (180 
million  people)  and  has  the  world’s 
eighth-largest  economy. 

That  said,  it  generally  isn’t  on  the 
radar  screen  of  IT  departments  thinking 
of  outsourcing.  “I  don’t  know  anyone 
going  to  Brazil  [for  IT  outsourcing],” 
says  Michael  Janssen,  an  outsourcing 
consultant  at  Everest  Group  in  Dallas. 
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This  isn’t  all  that  surprising  given 
Brazil’s  perceived  limitations  as  an  out¬ 
sourcing  venue.  Peter  Bendor-Samuel, 
CEO  of  Everest  Group,  says  Brazil  has 
a  number  of  shortcomings  compared 
with  other  offshore  centers.  Among 
those  are  higher  costs  than  outsourcing 
giant  India  (he  says  Brazil  has  a  30% 


advantage  over  the  U.S.  vs.  India’s 
50%),  a  longer  distance  from  the  U.S. 

.  than  neighbors  Canada  and 
Mexico,  and  a  smaller  pool  of 
J  educated  English  speakers 
than,  say,  India  or  Canada. 
j  But  Brazil  isn’t  out  of  the  run- 
/  ning.  Thiago  Maia,  executive  vice 
j  president  at  IT  outsourcing  ven- 
wj  dor  Vetta  Technologies  Ltd.  in  Belo 
Horizonte,  Brazil’s  third-biggest 
city,  cites  a  number  of  the  country’s 
strengths:  time  zone  (depending  on  the 
season,  Rio  de  Janeiro  is  just  one  or 
three  hours  later  than  New  York,  since 
one’s  on  daylight-saving  time  while  the 
other’s  on  standard  time),  a  culture 
more  similar  to  the  U.S.’s  than  India’s 
is,  an  expanding  software  industry  and 
an  oversupply  of  IT  professionals. 

Ben  Goertzel,  CEO  of  Biomind  LLC, 
a  bioinformatics  company  in  Silver 
Spring,  Md.,  outsources  software  engi¬ 
neering,  software  design,  project  man¬ 
agement,  artificial  intelligence  R&D, 
and  system  and  database  administration 
to  Vetta.  He  says  Brazil’s  advantages 
include  a  good  knowledge  of  computer 
science  among  IT  professionals,  a  tra¬ 
dition  of  high-quality  software  engi¬ 
neering  and  the  relatively  short  flight 
time  to  Brazil  from  the  U.S.  East  Coast, 
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Vashistha  says  he  expects  outsourc¬ 
ing  prospects  in  Malaysia  to  improve 
by  2008.  “They  just  have  to  market  [the 
region]  much  bet-  ^ 
ter.  It  will  grow 
as  more  people 
discover  it  as  a 
high-tech  man¬ 
ufacturing 
center.  With 
that  will 
come  more 
IT  work- 
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25  Medium 


IT  skills  availability 


27  Medium 


IT  and  network  infrastructure  26  Medium 
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Collett  is  a  freelance  writer  in  Sterling, 
Va.  Contact  her  at  stcollett@aol.com. 


making  it  feasible  to  hold  in-person 
meetings  several  times  a  year. 

He  also  likes  the  way  Brazilians  ap¬ 
proach  development.  “[They]  tend  to 
stick  a  lot  closer  to  the  software  devel¬ 
opment  and  project  management 
processes  that  are  taught  in  universi¬ 
ties,”  Goertzel  says.  “Everyone  in  the 
U.S.  knows  what  these  ‘correct  prac¬ 
tices’  are,  but  American  software 
teams  tend  to  make  a  lot  more  short¬ 
cuts.  Brazilian  developers  are  a  lot  less 
likely  to  produce  undocumented  or 
poorly  documented  code.” 

Goertzel  says  he  has  to  provide  Brazil¬ 
ians  with  explicit  requirements  and 
specifications,  which  takes  him  more 
time  upfront,  but  “the  end  result  is  more 
robust  software  and  less  time  spent  on 
the  later  phases  of  the  product  cycle.” 

Infrastructure  can  be  an  issue,  since 
much  of  Brazil  is  very  poor.  Major 
cities  have  reliable  electricity  and 
phone  service,  but  Internet  connectivi¬ 
ty  is  slower  and  more  expensive  than 
in  the  U.S.  Goertzel  likens  Brazil’s  In¬ 
ternet  infrastructure  to  that  of  the  U.S. 
about  five  years  ago.  I 


Horowitz  is  a  freelance  writer 
in  Salt  Lake  City.  Contact  him 
at  alan@ahorowitz.com. 
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And  Eastern  Europe 


There’s  a  treasure  trove  of  scientific 
talent  —  and  lots  of  government 
bureaucracy.  By  Maria  Trombly 


Political  stability 
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Compared  with  some  of  the 
big-league  outsourcing  play¬ 
ers,  Russia  is  a  rookie.  The 
country’s  current  revenue 
from  IT  outsourcing  is 
$150  million  to  $200  million 
annually,  a  drop  in  the  bucket  compared 
with  India’s  yearly  draw  of  $6  billion. 
But,  though  little  more  than  a  decade 
old,  Russia’s  outsourcing  industry  is 
learning  to  play  to  its  strengths  and  is 
growing  by  50%  annually,  analysts  say. 

Those  strengths  include  low-cost 
and  highly  trained  workers.  The  annu¬ 
al  salary  for  a  programmer  runs  about 
$5,000  to  $9,000,  which  is  comparable 
to  salaries  in  India.  The  World  Bank 
estimates  that  Russia  has  the  third- 
highest  number  of 
W  scientists  and  engi¬ 
neers  per  capita  in 
the  world. 

But  Russia’s  accep¬ 
tance  as  an  outsourcing 
destination  has  been 
lukewarm.  The  country 
is  widely  perceived  as  hav¬ 
ing  an  unstable  economy 
and  an  inadequate  technology  infra¬ 
structure.  Although  in  recent  years, 
these  issues  have  been  addressed  to  a 
large  degree,  the  Russian  government 
itself  continues  to  be  an  impediment 
to  investment.  “The  biggest  problem 
with  the  Russian  government  and  its 
influence  on  the  country’s  business  cul¬ 
ture  is  a  lack  of  overall  business  trans¬ 
parency,  a  complex  bureaucracy  and 
restrictive  tax,  customs  and  immigra¬ 
tion  laws,”  says  Stephen  Lane,  an  ana¬ 
lyst  at  Aberdeen  Group  Inc. 

In  addition,  the  government’s  finan¬ 
cial  investment  in  the  IT  sector  is  small 
compared  with  India’s,  which  has  a  10- 


year  head  start,  and  China’s,  where  an 
authoritarian  government  makes  in¬ 
vestment  decisions  more  easily  than  a 
nascent  democracy  like  Russia.  “But 
the  government  is  beginning  to  recog¬ 
nize  this  need,”  says  Lane.  “They  are 
beginning  to  recognize  that  they  have 
a  jewel  here  and  need  to  do  something 
to  promote  it.” 

In  addition,  the  U.S.  Department  of 
Energy  has  been  putting  money  into 
finding  productive  work  for  nuclear  sci¬ 
entists  who  might  otherwise  be  tempt¬ 
ed  to  take  jobs  in  North  Korea.  Also,  a 
large  number  of  Soviet  emigres  now 
working  in  the  West  have  been  sending 
work  to  colleagues  in  the  old  country. 
And  finally,  software  development  re¬ 
quires  little  more  than  brainpower,  a 
computer  and  an  Internet  connection, 
all  of  which  Russia  has  in  abundance, 
particularly  in  its  larger  cities. 

Vladimir  Dubinin,  who  until  recently 
was  a  vice  president  at  Automated 
Trading  Desk  LLC,  a  New  York-based 
trading  technology  company,  turned  to 
his  homeland  in  1999  when  he  needed 
to  hire  programmers  to  build  prediction 
models.  The  team  at  Aljba  Center  in 
Moscow  developed  not  only  the  theo¬ 
retical  estimates,  but  also  the  software 
needed  to  put  them  into 
practice,  says  Dubinin. 

Although  Russia  may 
not  be  the  best  place  to 
find  large  teams  of  expe¬ 
rienced  developers,  it’s 
an  excellent  location  for 
scientific  talent.  “If  you 
want  to  do  a  research 
project,  you’d  be  better 
off  with  an  Eastern  Euro¬ 
pean  country,  especially 
Russia,”  he  says. 

“It  does  help  a  lot  if  you  have  at  least 
one  person  who  can  communicate 
freely  [in  English],”  Dubinin  adds.  “Es¬ 
pecially  when  you  need  to  communi¬ 
cate  something  fast.” 

But  Russia’s  bureaucracy  continues 
to  be  a  problem.  “You  spend  many 
more  hours  doing  accounting  in  Russia 
compared  with  the  U.S.,”  he  says.  On 
the  plus  side,  he  adds,  it’s  easy  to  hire 
additional  personnel  quickly. 

In  general,  the  former  Soviet  Union 
has  several  strikes  against  it.  Compa¬ 
nies  in  the  region  tend  to  have  short 
track  records,  not  enough  experienced 
management  talent  and  a  shortage  of 
English  speakers. 

Craig  Maccubbin,  vice  president 
of  technology  at  LasVegas.com  LLC, 
looked  past  these  negatives  when  he  de¬ 
cided  to  hire  a  company  whose  develop¬ 
ment  team  was  based  in  Minsk,  Belarus, 
a  former  Soviet  republic.  LasVegas.com, 


a  joint  venture  of  Mandalay  Resort 
Group  and  Park  Place  Entertainment, 
both  in  Las  Vegas,  lets  online  visitors 
buy  airplane  tickets,  rent  cars,  book 
hotel  rooms  and  get  tickets  to  shows. 
“There  was  a  significant  amount  of 
custom,  one-off  development  that 
needed  to  be  done,”  he  says.  Maccub¬ 
bin  looked  at  several  options,  includ¬ 
ing  both  U.S.  and  offshore  resources, 
before  picking  Princeton,  N.J.-based 
EPAM  Systems  Inc.,  along  with  compa¬ 
nies  in  Ireland  and  the  U.K.  EPAM 
built  LasVegas.com’s  content  manage¬ 
ment  systems,  developed  custom  code 
to  work  with  a  third-party  booking  en¬ 
gine  and  maintains  and  updates  the  site. 

“We’ve  had  fewer  time-zone  issues 
with  Minsk,  despite  the  additional  two 
hours  of  difference”  from  Ireland  and 
the  U.K.,  he  says.  Not  only  was  the 
Minsk  team  more  willing  to  adjust  its 
working  hours,  but  communication 
was  easier  because  of  EPAM’s  project¬ 
tracking  tools.  Maccubbin  estimates 
that  hiring  EPAM  resulted  in  costs 
20%  to  30%  less  than  in-house  pro¬ 
grammers  and  even  greater  savings 
over  U.S.-based  consultants. 

Russia  may  be  the  biggest,  but  other 
Eastern  European  countries  are  poised 
for  growth.  Belarus  and 
Ukraine,  with  large  num¬ 
bers  of  Russian-speaking 
programmers,  offer  a 
lower-cost  alternative  to 
Russia,  says  Gartner  Inc. 
analyst  Ian  Marriott. 
Poland  and  the  Czech 
Republic  are  seeing  sig¬ 
nificant  market  growth 
because  of  their  scientif¬ 
ically  and  technically  ed¬ 
ucated  workforces,  says 
Marriott.  Hungary  has  a  more  mature 
and  slow-growing  IT  market  but  a 
greater  availability  of  IT,  management 
and  entrepreneurial  skills,  he  says. 

Marriott  estimates  that  the  region 
could  exceed  $1  billion  in  outsourcing 
revenue  by  2005,  if  economic  problems 
and  the  mass  emigration  of  knowledge 
workers  are  held  at  bay.  But  if  compa¬ 
nies  like  EPAM  continue  to  grow,  and  if 
demand  increases  from  the  European 
Union,  Russia’s  offshore  development 
sector  has  a  shot  at  the  big  leagues.  I 


Trombly  is  a  freelance  writer  in 
BeH^mrtown,  Mass.  Contact  her 
at  maria@trombly.com. 
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Read  about  the  lessons  one  company  learned  from  a 
Russian  outsourcing  project  that  failed: 

QuickUnk  39617 
www.computerwrorid.com 


Big  clients  are 
reluctant  to  consider 
small  outsourcing 
firms,  which  is  a 
problem  r  Russia, 
because  its  outsourcing 
firms  average  30 
to  45  employees. 
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Linux  is  in  the  on  demand  world. 
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Linux  is  everywhere.  No  other  server  operating  system  in  history  has  spread  as 
quickly  across  so  many  systems  as  Linux.  IBM  has  more  Linux-related  offerings 
and  the  broadest  line  of  servers  that  run  Linux  in  the  industry.  Learn  more  about 
the  IBM/Linux  story  and  (©business  on  demand.  Head  to  ibm.com/linux/seeit 


IBM.  the  e -business  logo  and  e-business  on  demand  are  trademarks  or  registered  trademarks  of  International  Business  Machines  Corp.  in  the  United  States 
and/or  other  countries.  Linux  is  a  registered  trademark  of  Linus  Torvalds  in  the  United  States  and/or  other  countries.  2003  IBM  Corporation.  All  rights 
reserved. 
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SNAPSHOTS 


Offshore  Barriers 

What  are  the  barriers  to  foreign 

outsourcing  contracts? 

Language 

25% 

Security 

23% 

Lack  of  control 

22% 

Time  zones 

21% 

Political  risk 


20% 


Inability  to  retain  expertise  in-house  19% 


Complexity  of  project  management  18% 


Foreign  Tasks 


What  IT  functions  do  you  outsource 
to  non-U.S.  locations? 


Different  Models 


Which  types  of  offshore  outsourcing 
organizations  do  you  use? 


Offshore 
company 
with  U.S. 
presence 


company; 

offshore 


presence 


User- 

owned 

offshore 

center 


Offshore 


company; 
no  U.S. 


presence 


Base:  Survey  of  252  corporate  IT  managers  in  the  U.S.: 
multiple  responses  allowed 


SOURCE  COMPUTERWORLD  AND  INTERUNITY  GROUP 
INC  .  CONCORD.  MASS..  APRIL  AND  MAY  2003 
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Many  cios  are  being  told  to  move  some  of  IT  offshore.  According  to  Gartner  Inc., 
that  number  will  reach  80%  by  next  year.  Good  preparation  includes  select¬ 
ing  which  functions  to  send  offshore  and  determining  which  countries  have 
the  expertise  needed.  In  addition,  be  aware  that  there  are  several  categories 
of  offshore  companies  from  which  to  choose.  There  are  variations  in  how  they’re  struc¬ 
tured,  where  they’re  managed  and  where  the  work  actually  gets  done.  These  factors  re¬ 
sult  in  significant  differences  in  scope,  cost,  risk  and  operational  aggravation.  Selecting 
the  right  vehicle  will  have  a  significant  effect  on  the  success  of  your  offshore  efforts. 

when  their  service  offerings  meet  your  needs. 

Homeshore-anohored.  This  is  a  company  that’s  owned 
and  anchored  by  a  management  team  in  your  country 


Most  offshore  providers  fall  into  one  of  the  follow¬ 
ing  categories: 

Full-service.  Traditional,  large  services  firms  (such  as 
IBM,  EDS,  Fujitsu,  Hitachi  and  Cap  Gemini  Ernst  & 
Young)  offer  a  wide  scope  of  services.  They  have  a  flu¬ 
ent  understanding  of  the  market  in  their  home  coun¬ 
tries  as  well  as  many  other  major  markets.  They  have  a 
proven  track  record  in  both  IT  services  and  business 
process  outsourcing  (BPO).  These  companies  have  re¬ 
cently  hired  large  numbers  of  technical  staffers  in  low¬ 
er-cost  countries,  providing  a  unique  opportunity  to 
go  offshore  without  really  leaving  home. 

Consider  full-service  firms  if  you’re 
sending  a  major,  multifaceted  chunk  of 
your  portfolio  to  one  offshore  provider  — 
for  example,  development,  maintenance 
and  server  farms.  The  more  complex  your 
outsourced  portfolio,  the  stronger  your 
need  for  breadth,  flexibility  and  reduced 
risk.  Unfortunately,  full-service  firms  have 
a  high  cost  structure  and  may  offer  little 
savings  over  doing  the  work  in-house. 

Established  offshore.  Initially,  this  was  the 
only  offshore  segment.  The  best  known  of 
these  (Tata,  Wipro  and  Infosys)  are  in  In¬ 
dia  and  have  excellent  delivery  capabilities 
within  certain  niches.  Many  started  as 
“body  shops”  and  have  evolved  to  now  of¬ 
fer  BPO.  They  try  to  minimize  cultural  dif¬ 
ferences  by  employing  an  international 
sales  force  and  staffers  who  will  shift  their 
work  hours  to  accommodate  your  time  zone.  But  their 
top  management  may  or  may  not  have  a  good  grasp  of 
the  business  environment  in  your  country.  Since  these 
firms  are  owned  abroad,  you  may  experience  some 
difficulties  with  legal  and  intellectual  property  issues. 

What  began  as  a  great  niche  industry  is  fast  becom¬ 
ing  a  full-service  marketplace.  Watch  for  these  estab¬ 
lished  offshore  companies  to  mature  rapidly  and  ex¬ 
pand  their  service  offerings.  They’re  beginning  to 
compete  directly  with  full-service  firms,  putting  pres¬ 
sure  on  their  rate  structures.  Use  them  to  save  money 


Bart  Perkins  is  managing 
partner  at  Leverage  Part¬ 
ners  Inc.  in  Louisville.  Ky.. 
which  helps  CIOs  manage 
their  IT  suppliers.  He  was 
CIO  at  Tricon  Global 
Restaurants  Inc:,  and  Dole 
Food  Co.  Contact  him  at 
BartPerkins# 
LeveragePartners.com 


but  is  essentially  an  offshore  company  because  the  ma¬ 
jority  of  staffers  are  located  in  low-cost  countries.  Ex¬ 
amples  include  Cognizant  and  Syntel  in  the  U.S.  and 
LogicaCMG  in  the  UK.  These  firms  understand  the 
markets  of  the  countries  where  they  do  business  and 
have  excellent  delivery  capabilities  in  specific  niches. 
They  are  cheaper  than  full-service  providers  but  don’t 
have  their  scope. 

Emerging  offshore.  These  smaller  offshore 
firms  have  only  recently  entered  global 
markets  and  are  less  familiar  with  business 
environments  abroad.  They  offer  cheap 
rates  and  are  hungrier  for  business  than 
better-known  firms.  Unfortunately,  their 
delivery  capabilities  vary  widely,  and  it  may 
be  difficult  to  evaluate  their  financial  via¬ 
bility  or  expertise.  Use  such  providers  to 
reduce  costs  on  targeted,  controlled  pro¬ 
jects.  They  shouldn’t  be  entrusted  with 
large-scale  projects  because  their  pockets 
aren’t  yet  deep  enough. 

Experimental  offshore.  These  very  small 
firms  are  generally  body  shops  competing 
almost  exclusively  on  price.  They  serve  pri¬ 
marily  as  subcontractors  to  larger  provid¬ 
ers.  Unless  you  have  deep  ties  in  their 
home  countries,  it’s  difficult  to  get  accurate 
information  on  their  expertise,  delivery  ca¬ 
pabilities  or  financial  stability.  Avoid  using  experimen¬ 
tal  offshore  providers  unless  you  know  exactly  what 
you’re  getting,  have  an  extremely  tight  rein  on  the 
project  —  and  can  tolerate  some  surprises. 

Each  category  of  offshore  provider  has  arisen  to 
meet  a  market  demand.  Make  sure  that  your  offshore 
choice  takes  into  account  your  organization’s  toler¬ 
ance  for  risk  and  aggravation,  not  just  the  desire  to  re¬ 
duce  costs.  Choose  a  vehicle  that  will  leverage  your 
offshore  efforts  by  providing  the  best  chance  for  suc¬ 
cess  on  distant  shores.  I 


IT 


careers.com 


IT 


careers 


"'Hi*; 


•f'V 


■  t 


Information 

Overload? 


Take  a  break  at 
itcareers.com 
and  take  the 
hassle  out  of  job 
searching! 


www.  i  tea  reers.com 


Programmer  Analyst.  BS 
in  Comp  Sci  or  related 
field;  1  yr  exp  w/non-std  & 
std  auto  system  exp  & 
CICS.  3-6  yrs  exp 
w/COBOL,  DB2,  MVS/J 
CL,  OS390  TSO  envrmt 
req.  Send  resumes  to 
Stephanie  Solsma,  Net- 
Integrated  Consulting, 
1231  8th  St,  #216,  WDM, 
IA  50265. 


Luckily,  Wf,  Are  Too! 


itcareers.com  is  now 
powered  by 
CareerJournal.com! 
Search  for  jobs  and  post 
your  resume  here  on 

www.itcareers.com 

or 

call:  (800)  762-2977 


Systems  Analyst.  Develop  soft¬ 
ware  systems  for  complex  docu¬ 
ment  conversion  mapping  the 
business  processes  for  transfor¬ 
mation  to  electronic  formats. 
Manage  workflow,  contracts, 
and  team  of  15-20  profession¬ 
als.  Use  Object  Oriented  model¬ 
ing  and  programming,  VB, 
VB.NET,  Java,  Excel  &  Outlook 
Automation,  and  SQL  Server 
2000  to  develop  comprehensive 
document  transformation  and 
administration  tools.  Experience 
in  Web  Based  solutions  and 
training  users/customers.  Must 
have  BS  in  Computer  Science, 
Electronics  Engineering  or  relat¬ 
ed  fields  and  at  least  two  years 
of  hands  on  experience  in  devel¬ 
oping  and  managing  computeri¬ 
zation  projects  involving  docu¬ 
mentation  conversion/transfor¬ 
mation  as  well  as  managing 
workflow,  business  processes 
and  teams,  preferably  in 
process  engineering  environ¬ 
ment.  Apply  with  cover 
letter/resume  to:  Human 
Resources,  Micropower 

Business  Solutions,  243  West 
30th  St.  9th  Floor,  New  York,  NY 
10001. 


Software  Engineers  for  Atlanta 
location  of  leading  provider  of 
software  solutions  for  service 
organizations.  Minimum  three 
years  experience  in  object  ori¬ 
ented  design  and  relational 
database  development  of  web- 
based  software  applications  for 
service  organizations  using 
Java,  JSP  and  DHTML,  perform¬ 
ing  unit  testing  on  applications  to 
eliminate  errors  and  developing 
software  quality  assurance 
processes.  Requires  Bachelor  of 
Science  degree  in  Electrical 
Engineering  or  Computer 
Science.  Send  resume  to 
Solution  6  North  America, 
Human  Resources,  2255 
Killearn  Center  Boulevard, 
Tallahassee,  FL  32309. 


Computer  Programmers. 
Multiple  openings.  Minimum 
Bachelor's  in  Computer 
Science/related  field  or  for¬ 
eign  acad.  equiv.,  and  2  yrs 
exp.  Plan,  develop,  test,  and 
document  programs. 

Evaluate  user  requests  for 
new  and  modified  programs 
for  business  applications 
using  Visual  Basic  6.0, 
Microsoft  SQL  Server, 
Windows  2000/NT.  40  hrs/wk, 
9AM-5PM.  Competitive 
Salary.  Send  resume  to: 
Sumi,  Inc.,  PO  Box  942238, 
Atlanta,  GA  31141. 


LLEORNA  Enterprises,  Inc., 
a  provider  of  consulting  ser¬ 
vices,  seeks  Senior  DB2 
Sysadm/DBA  with  assign¬ 
ment  in  San  Francisco. 

Candidate  must  have  a  min¬ 
imum  of  15  years  experi¬ 
ence. 

Please  send  resume  to: 
2243  Shannon  Drive, 
South  San  Francisco,  CA 
94080 


Systems  Analyst 
Develop  and  maintain  monthly, 
quarterly,  and  annual  financial 
forecast  models.  Initiate, 
design,  develop  and  maintain 
corporate  web  site  utilizing  J2EE 
and  UML  technology,  XML  and 
Firewall  reporting  tools  such  as 
Web  Trends.  Create  custom 
reports  to  support  QuickBooks 
Pro  2003  and  other  tools  such 
as  Adobe  Photoshop  6.0,  Flash 
5.0  and  MS  FrontPage  2000. 
Extensive  use  of  back-end  data¬ 
base  server  using  Oracle  9i. 
Review  and  monitor  the  reports 
produced  during  the  night  audits 
on  a  daily  basis  and  provide  rec¬ 
ommendations.  Research  and 
analyze  the  ongoing  'hotel 
expenses'  and  provide  cost 
effective  as  well  as  efficient 
operational  recommendations. 
Create  and  manage  project 
plans  and  ensure  projects  stay 
on  track  and  within  budget. 
Under  limited  supervision  serve 
as  internal  liaison  between  exist¬ 
ing  systems  and  end  user  for 
development  of  new  systems 
processes  or  change  to  existing 
systems/processes.  Must  have 
Bachelors  Degree  in  CS  or  relat¬ 
ed  field  &  two  years  of  experi¬ 
ence  or  two  years  of  experience 
in  a  related  position  w/ability  to 
use:  Quickbooks  Pro,  J2EE, 
UML  and  XML  40.0  hrs./wk  9:00 
AM  -  6:00  PM  Applicants  send 
cover  letter  and  resume  to:  Work 
Force  Int’l  Corp.,  14382 
Wintergreen  Street,  NW, 
Andover,  MN  55304,  Attn:  HR 
Manager 


Software  Engineer  II:  Designs/ 
develops/maintains  distributed 
real  time/user  interface  electron¬ 
ic  ticketing  applications/proto¬ 
cols  for  cutting-edge  software 
products.  Designs/develops/ 
implements  customized  soft¬ 
ware  tools  /performs  network 
protocol  analysis/implementa¬ 
tion  for  exact  delivery  of  elec¬ 
tronic  tickets/vouchers  through 
Internet.  Analyzes  network/sys¬ 
tem  requirements  determining 
feasibility  of  software  design 
within  time/cost  constraints/cus¬ 
tomer  specifications.  Uses  sci¬ 
entific  analysis/  mathematical 
models  to  predict  consequence 
of  design.  Develops  product 
software  engineering  methods/ 
software  systems  testing  proce¬ 
dures/  programming/documen¬ 
tation.  Learns  new  technology 
to  expand  position  in  market¬ 
place.  Identifies/implements 
new  procedures/tools/codes 
improving  fielding/  upgrade 
processes.  Resolves  tools- 
related  problems/provides  tech¬ 
nical/engineering  assistance  for 
software  test  environment. 
Develops  internationalized  soft¬ 
ware/  interface.  Req.  Master's 
deg.  Computer  Science,  Engin¬ 
eering,  Information  Systems  or 
related  field,  6  yrs  exp.  in  job 
offered  or  6  yrs  exp  Software, 
Programming  and/or  Web 
Development,  Hrs.  8:am  to 
5:pm.  Send  resume  to  Greg 
Briley,  5171  Glenwood  Ave. 
Raleigh,  NC  27612 


Moldfow  Corporation  seeks 
a  Custom  Applications 
Manager  for  its  Ithaca,  NY 
office.  Candidate  must  pos¬ 
sess  a  BA/BS  in  Computer 
Sci.  or  related  and  at  least  3 
years  exp.  in  software 
development  for  the  plas¬ 
tics  or  polymer  industry. 
Contact:  Carole  Trask, 430 
Boston  Post  Road, 
Wayland,  MA01778 


Experts,  Inc  is  looking  for 
Senior  Business  System  Analyst 

Master's  degree  in  M.I.S  with  6 
months  experience.  Require 
proficiency  in  business  gap 
analysis,  impact  analysis,  busi¬ 
ness  process  flows,  work  plan 
development,  business  system 
requirements  elicitation,  soft¬ 
ware  development  &  project 
management  with  knowledge  in 
Mainframe  COBOL,  JCL,  SAS. 
Oracle,  SQL  Server,  Data  mod¬ 
eling  and  design,  Holos. 

System  Analysts: 

Bachelor’s  degree  in  computer 
science/related  field  with  2  years 
experience  in  the  following: 
Mainframe:  COBOL,  JCL,  CICS, 
VSAM,  DB2 

Java:  JAVA,  J2EE,  EJB.  HTML, 
DHTML,  XML,  JSP,  JDBC,  Java 
Script,  C++.  App  Servers 
Actuate  reporting  tool,  SQL, 
RDBMS 

Systems  Architect: 

Master’s  degree  in  Artificial 
Intelligence  with  6  months  of 
experience.  Required  to  analyze 
software  suitability,  define  data¬ 
bases  &  application  patterns, 
write  requirements  for  system 
architecture,  develop  &  integrate 
project  using  C++,  VC++,  COM, 
Persistence,  Oracle,  Visibroker, 
ISS,  Rational  Purity  &  Quantify, 
Rational  Rose,  Rogue  Wave 
Libraries,  OLEDB  for  IP  ,  iMAN 
and  iMAN/DAV  portals. 
Programmer  Analysts: 

Bachelor's  degree  in  computer 
science/related  field  with  2  years 
experience  in  JAVA,  J2EE, 
Design  Patterns,  JSP,  Servlets, 
JDBC,  EJB,  HTML,  XML,  Java 
Script,  C++,  PL/SQL,  Oracle, 
BEA  WebLogic.  Sun  Certified 
Java2  /  Sun  Certified  Web  com¬ 
ponent  developers  for  J2EE 
platform  preferred. 

We  accept  foreign  education 
equivalent  of  the  degree,  or  the 
degree  equivalent  in  education 
and  experience. 

Send  Resume  to  Expertslnc 
10342  Conser  #  2JW,  Overland 
Park  KS  66212. 


SOFTWARE  ENGINEER. 
Responsible  for  analysis, 
design,  programming,  debug¬ 
ging  &  modification  of  local,  net¬ 
work  or  internet-related  comput¬ 
er  programs  for  commercial  or 
end  user  applications  such  as 
materials  management,  financial 
management,  HRIS  or  desktop 
applications  products.  Write 
code,  complete  programming  & 
perform  testing  and  debugging 
of  applications  using  current 
programming  language  &  tech¬ 
nologies.  Complete  documenta¬ 
tion  &  procedures  for  installation 
and  maintenance.  May  interface 
with  users  to  define  system 
requirements  and/or  necessary 
modifications.  Req:  Master's 
deg  or  foreign  equiv  in  CS,  CE, 
EE,  Math,  MIS.  Physics. 
Business  or  related  field.  Special 
Req:  Knowledge  of  software 
documentation,  JAVA,  VB  and 
JavaScript/XMUHTML.  No 
experience  required.  Sal: 
$90,500/yr.  Jobsite:  Burlington, 
MA.  8am-5pm,  40hrs/wk.  Send 
two  (2)  copies  of  your  resume  to 
Case  #200202635,  Labor 
Exchange  Office,  19  Staniford 
St,  1st  Floor,  Boston,  MA 
02114.Must  have  proof  of  legal 
authority  to  work  in  U  S. 


Data  Specialist  (Consultant  I) 
req'd  by  C3i,  Inc  for  our  NJ 
Office.  Bach  Deg  or  Eqvlt  in  Sci 
or  Engg  or  related  field  &  2  yrs  of 
exp  in  architecting  &  devlping 
analytical  datawarehousing 
solu's,  gathering  metric  &  repri¬ 
ng  reqments  from  clients, 
installing,  configuring  &  perform¬ 
ing  tuning  of  datawarehouse 
solu's  itlzng  ETL,  tools,  SAS, 
PL/SQL.,  sql  bulk  loader  &  deal¬ 
ing  w/  Pharma'I  Sales  &  Mrking 
Org.  &  related  data,  +  Knowl  of 
information  reqd  along  with  abil¬ 
ity  to  travel.  Send  res.  to  Sharri 
Siegal.  HR  Manager,  C3i,  Inc., 
83  Maiden  Lane,  NY,  NY  10038. 


Sr.  Software  Engineer-  Develop, 
integrate,  mntn  &  test  complex 
communica'n  protocols  indud'g, 
but  not  limited  to:  Sigtran, 
SS7/CCS7  &  ISDN.  Participate 
in  design  &  code  reviews  of  new 
SW  &  modifica'ns  to  exist'g  SW. 
Develop,  maintain  &  test  tele¬ 
com  applications  &  system  SW 
responsible  for  configurig  &  con- 
trol'g  system,  internal  communi¬ 
ca'n  btwn.  SW  entities,  fault  tol¬ 
erant  &  redundant  operation  of 
SW.  Analyze  &  document  com¬ 
puterized  telecom  system  SW 
reqs.,  func'nl  specs.,  architectur¬ 
al  specs.  &  design  specs. 
Bachelor's  degree  in  Comp. 
Sci./  Engineering.  Electrical 
Engineering,  Electronics 
Engineering  or  other  relevant 
field  of  study,  plus  five  years  of 
progressively  responsible,  post¬ 
grad.,  professional  exp.  In  the 
alternative,  will  accept  a 
Master's  degree  in  the  stated 
fields,  plus  two  years  of  relevant 
experience  (experience  may  be 
gained  before  or  after  M.Sc.). 
Must  have  proficiency  in  C  pro- 
gram’g,  as  well  as  knowledge  of 
telecom  protocols.  40  hrs/wk: 
Salary:  $95,000/yr.  Send  2 
copies  of  resume  to:  Case 
#200202759,  Labor  Exchange 
Office.  19  Staniford  St  1st  FI, 
Boston  MA02114. 

SW  Engr.-As  member  of  soft¬ 
ware  development  team,  design, 
develop,  maintain,  test,  integrate 
&  document  embedded 
Element/Network  Management 
Agent  Software  for  our  compa¬ 
ny's  telecom  products.  Must 
have  B.S.  in  Comp.  Eng'g, 
Comp.  Sci.,  E.E.  or  equiv.  +  2 
yrs.  exp.  in  job  offered  or  2  yrs. 
exp.  w/telecom  SW  developmt. 
Must  have  hands-on-exp.  w/the 
following  telecom  protocols 
ISDN,  SS7  Call  processing  or 
TCP/IP  as  well  as  strong  coding 
skills  in  C.  40  hrs/wk;  Salary: 
$77,000/yr.  Send  2  copies  of 
resume  to:  Case  #200202758, 
Labor  Exchange  Office,  19 
Staniford  St  1st  FI,  Boston  MA 
02114. 

SW  Engr  -As  a  member  of  soft¬ 
ware  development  team,  under 
direction  of  Sr.  SW  Engr,  design 
and  develop  software  &  sustain 
company's  cutting-edge  telepho¬ 
ny  devices.  Develop  &  enhance 
serviceability  tools  &  participate 
in  design  &  code  reviews.  Test 
&  integrate  telecommunications 
products  &  provide  critical  bug 
fixes  for  customers.  Provide 
customer  software  enhance¬ 
ments  &  use  programming/ana¬ 
lytical  skills  in  order  to  provide 
services  for  debugging.  Must 
have  B.S.  in  Comp.  Eng'g. 
Comp.  Sci.,  E.E.  or  equiv.  +  2 
yrs.  exp.  in  job  offered  or  2  yrs. 
exp.  w/telecom  SW  developmt. 
Must  have  in-depth  knowledge 
&  project  coding  exp.  w /  proto¬ 
cols  (i.e.  ISDN,  PRI,  SS7  Call 
Control)  and  strong  C  program¬ 
ming  skills.  40  hrs/wk;  Salary: 
$75,000/yr.  Send  2  copies  of 
resume  to:  Case  #200202757, 
2002  Labor  Exchange  Office.  19 
Staniford  St  1st  FI,  Boston  MA 
02114. 


Sr.  Sys.  Analyst  to  design  net¬ 
work  operating  systems  &  data¬ 
base  applns.  for  cost  mgmt., 
inventory,  finance  &  accounting. 
Implement  applns.  In  Oracle 
Financials  related  to  GL.  AR,  AP, 
fixed  assets,  inventory  &  order 
management.  Develop  custom 
reports  in  Oracle  Financials, 
Developer  2000  for  sales  etc. 
Convert  customer  data  from 
Legacy  to  Oracle  Apps.  using 
SQL'Loder  Perform  oprn. 
analysis,  arch.,  &  systems/sol. 
design,  build,  transition  &  prod. 
BS  in  Fin  or  CS  +  5  yrs.  exp.  in 
job  duties  +  proficiency  in  Oracle 
8.3.  Oracle  Apps.,  Oracle 
Financials,  Unix,  Windows. 
PL/SQL.  Developer  2000,  Fox 
Pro  and  SQL'Loder  +  supervise 
8  persons.  Comp,  salary. 
Netserv.  6580  Jimmy  Carter 
Blvd  ,  Norcross,  GA  30071  with 
proof  of  work  authorization. 
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Boehringer  Ingelheim 

Pharmaceuticals,  Inc.  has 
immediate  openings  in  its 
Ridgefield,  Connecticut  facility 
for  the  position  of  Senior 
Software  Engineer. 

Develops  and  implements  sys¬ 
tems  using  a  variety  of  technical 
tools,  identifies  problems  or 
opportunities  to  increase  effec¬ 
tiveness  and  productivity  and 
reduces  operational  costs 
through  optimal  use  of  informa¬ 
tion  systems. 

Must  possess  a  Master's  degree 
or  equivalent  in  Business 
Administration  or  a  related  field 
and  three  years  of  work  experi¬ 
ence  in  an  IT  field.  In  the  alter¬ 
native,  a  Bachelor's  degree  in 
Computer  Science,  Electrical 
Engineering  or  a  related  techni¬ 
cal  field  and  at  least  five  years  of 
relevant  business  experience  in 
marketing  and  operations  would 
also  be  acceptable.  Experience 
to  include  college  coursework/ 
project  or  work  experience  with: 
Documentum,  WDK,  DFC,  Web 
PublisherDesktop,  Java,  EJB, 
Servelets,  JSP,  Web  Logic, 
Oracle,  VB,  COM/DCOM,  IIS, 
XML,  HTML/DHTML,  and 
JavaScript;  and  developing 
client/server  and  web  applica¬ 
tions. 

Resume  and/or  cover  letter 
must  reflect  each  requirement 
above  and  specify  reference 
code  AD-GCD/GC0503  or  it  will 
be  rejected. 

Forward  resume  to  Bl  Staffing 
Center,  PO  Box  534,  Waltham, 
MA  02454.  EOE. 


A  California-based  software 
company  is  looking  for  qualified 
IT  professionals  for  their 
Delaware  office: 

Programmer/Analysts 
Software  Engineers 
Database  Administrators 
With  a  minimum  of  2  yrs  exp  in 
client/server/web  applications 
and: 

SAP/R3  ABAP/4 

Oracle  &  Oracle  Applications 
PL/SQL  MS  SQL  Server 

PeopleSoft  Visual  Basic 

VB  Script  HTML 
Java  JavaScript 

J2EE  (EJB,  JSP,  Servlets) 
C/C++  Rational  Suite 

JDBC  Powerbuilder 

Crystal  Reports 
Cold  Fusion 

Bachelor  degrees  in  Computer 
Science,  Math  or  Engineering 
required.  Send  resume  with 
salary  requirements  to 
vidya@venturesoftnet.com  or 
c/o  Srini  Chinmaya 
402  Foulk  Road,  #  3A2 
Wilmington,  DE  19803 


Analytical  Software  Develop¬ 
ment  Engineer  sought  by  com¬ 
pany  that  manufactures  analyti¬ 
cal  instrumentation  in  Lyons,  CO 
to  work  in  Lyons  and  other  unan¬ 
ticipated  job  sites  in  the  U.S.  to 
under  close  supervision,  engage 
in  moderately  complex  tasks 
involving  the  design  and  devel¬ 
opment  of  software  components 
for  gas  chromatograph  (GC). 
Develops  embedded  real  time 
controls,  binary  serial  data  trans¬ 
fer  controls  and  software  algo¬ 
rithms  to  process  sampling  data 
for  utilization  by  GC  integration 
engine  to  provide  comprehen¬ 
sive  test  results.  Requires  bach¬ 
elor's  or  foreign  equivalent  in 
physics;  1  yr  exp.  performing 
core  duties  and  using  the  tech¬ 
nologies  described  above.  M-F; 
8am-5pm:  $45,000/yr.  Respond 
by  resume  to  Employment 
Programs.  PO  Box  46547. 
Denver.  CO  80202  and  respond 
to  JON  CO5055634. 


System  Administrator  wanted  to 
manage  computer  facilities;  per¬ 
form  hardware  maintenance 
incl.  diagnoses  of  failed  equip¬ 
ment  &  upgrades  of  all  comput¬ 
ers  (desktops  &  servers),  &  net¬ 
working  hardware  (LAN,  WAN  & 
dial-up);  perform  software  main¬ 
tenance  (incl.  debugging  & 
patching)  &  upgrades  of  ail  com¬ 
puters  &  networking  software; 
develop  system  software  to  sim¬ 
plify  use  &  management  of  com¬ 
puter  facilities;  install  &  maintain 
application  level  software;  pro¬ 
vide  ongoing  support  for  all 
users;  identify  tasks  that  require 
automation  &  automate  them; 
work  w/vendors  to  specify  & 
quote  new  hardware  &  software 
acquisitions;  design  &  imple¬ 
ment  local  &  wide-area  net¬ 
works;  recommend  policies  on 
system  use  &  services.  Must 
have  Bach.  deg.  in  Comp.  Sc.  or 
Elect,  or  Electronics.  Eng.  &  3 
yrs.  system  administration 
exper.  incl.  exper.  in  wide  area 
networking  incl.  Router  configu¬ 
ration,  Internet  security  &  man¬ 
aging  remote  sites,  and  server 
applications,  incl.  Email,  Web, 
DNS,  FTP,  Antivirus,  NIS  and 
NFS,  as  well  as  Microsoft 
Certification  (at  least  MCSE) 
and  Cisco  Certification  (at  least 
CCNP).  Salary  $59,000/yr. 
Send  2  resumes  to  Job  Order 
#2003-312,  PO.  Box  989, 
Concord,  NH  03302-0989. 


Sr.  Software  Engineer  wanted 
by  Digital  Mktg  Comm¬ 
unications  Co  in  Boston.  Dvlp 
web  architecture;  maintain  & 
troubleshoot  websites;  imple¬ 
ment  e-commerce  in  web 
sites;  devise  datatbase  systs 
in  accordance  w/client  needs 
&  req;  lead  team  of  Software 
Engineers;  superv  &  review 
team's  work.  Bach  in 
Engineering,  Info  Mngmnt  or 
Comp  Sci  &  2yrs  exp  in  job 
offered  req.  Respond  to:  HR 
Dir/Circle,  372  Danbury  Rd, 
Wilton,  CT  06897 


Park  City  Solutions  is  looking  for 
IT  professionals  for  healthcare 
lab.  Qualified  candidates  must 
have  BS  degree,  experience 
using  Java,  Oracle  and  chemical 
background  is  plus.  Travel  may 
be  required.  Please  send 
resume  to  380  E.  Main,  Ste.  B- 
110,  Midway,  UT  84049.  EOS 

ShellSoft  seeks  IT  professionals 
(programmer/system  analysts, 
software  engineers),  project 
engineers.  Our  minimum 
requirement  is  BS.  Good  skills 
using  Oracle,  SAP,  SQL,  Java, 
C/C++  preferred.  Some  position 
requires  travel.  Please  send 
resume  to: 

jobs@shellsoftinc.com.  EOE. 


Technical  Support  Specialist: 
Maintain  company's  hardware  & 
software  utilizing  hardware  for 
bar  coding;  Maintain  database 
programs  for  inventory  control 
Works  w/programs  for  payroll  & 
profits;  Maintain  computer  net¬ 
work  through  Internet  Set  up  & 
Monitor  close  circuit  digital  cam¬ 
era  surveillance  systems  thru 
Internet;  Develop  &  monitor 
website  &  corp.  e-mails;  Works 
w/excel  &  access  BA  in 
Computer  Information  Systems 
&  1  yr  exp.  in  job  offered-40  hrs 
per  wk,  M-F  9-6.  Fax  resume  to 
Josalex  Holdings.  Attn:  Carlos 
Ramirez  (305)  271-2450 


Software  Application  Engineer: 
Conducts  business  process 
analyses  of  customer's  opera¬ 
tions  and  builds  prototypes  of 
Applix  iTMl  software  to  enable 
CRM,  customer  analytic  and 
business  planning  solutions  in 
enterprise  applications.  Per¬ 
forms  demonstrations  to 
prospects  by  building  proto¬ 
types,  adapting  them  to  cus¬ 
tomer  requirements,  describing 
and  explaining  all  attributes  and 
functions  of  the  software. 
Provides  assistance  to  the  tech¬ 
nical  support  team  at  the  Applix 
Help  Desk  with  advanced  cus¬ 
tomer  inquiries.  Instructs  the 
Applix  Training  Group  in  plan¬ 
ning  lecture  layouts  and  in  the 
use  of  the  iTMl  software. 
Requires:  B.A.  or  B.S.  Degree 
in  Economics,  Business, 
Operations  Research  or  other 
related  field  and  2  years  experi¬ 
ence  in  implementing  strategic 
planning,  analysis,  report  and 
performance  management  soft¬ 
ware.  Must  have  two  years 
experience  in  implementing 
Applix  TM1  software  and  excel¬ 
lent  communication  skills.  40hrs/ 
wk  (8:00  A.M.  to  5:00  P.M.); 
$85,000.00/yr.  Send  two 
resumes/responses  to:  Case 
Number  200200877,  Labor 
Exchange  Office,  19  Staniford 
Street,  1st  Floor,  Boston,  MA 
02114 


Sr  Software  Engineer  want¬ 
ed  by  Mktg  Communic¬ 
ations  Co  CT.  Design  & 
implement  web-based  solu¬ 
tions;  design  &  dvlp  user 
interface;  dvlp  server  side 
scripting  &  data  accessing 
modules;  design  &  dvlp 
rpts;  lead  software  dvlpmnt 
team.  Bach  in  Engineering 
&  1  yr  exp  in  job  offered  req. 
Respond  to:  HR  Dir/Circle, 
372  Danbury  Rd,  Wilton, 
CT  06897. 


Database  Design  Analyst, 
Cheyenne,  WY.  $42,000/ 
year.  Analysis,  Design, 
Development,  Testing  and 
Implementation  of  comput¬ 
er  systems.  B.S.  in 
Computer  Science  with  5 
years  exp.  Mail  resume  to 
HR,  Computing  Alterna¬ 
tives,  Inc.,  320  W.  25th 
Street,  Suite  340, 
Cheyenne,  WY  82001. 


SBI  is  looking  for  the  following 
positions  for  its  offices  in 
Houston,  TX,  San  Francisco, 
CA,  Warren,  NJ,  Salt  Lake 
City,  UT  and  Portland,  OR: 
Programmer  Analysts,  Tech¬ 
nical  Architects,  Technical 
Consultants,  Business  Strate¬ 
gists,  Systems  Analysts,  Soft¬ 
ware  Engineers,  Software 
Developers,  resumes  by 
email  or  fax  only  to  HR,  SBI 
2825  East  Cottonwood  Park¬ 
way,  Suite  480,  Salt  Lake  City, 
UT  84121; 

careers@sbiandcompany.com; 

Fax  (801)  733-3201. 


Staff  Operations  Analyst 
and  Assistant  Lead 
Systems  Prog,  wanted  by 
insurance  company  in 
Galveston,  TX.  Respond 
to:  HR  Dept.,  American 
National  Insurance 
Company,  One  Moody 
Plaza,  Galveston,  TX 
77550. 


GEOLOGICAL  SOFT¬ 
WARE  ENGINEER  want¬ 
ed  by  oil  &  gas  explo¬ 
ration  software  co.  in 
Houston,  TX.  Must  have 
Master's  in  Comp. 
Science  or  E-Business 
plus  4  yrs.  of  exp. 
Respond  by  resume  only 
to:  Mr.  Don  Squyres, 
Employment  Manager, 
Apex  Solutions,  Inc., 
10500  Richmond,  Ste. 
248,  Houston,  TX  77042. 


Firmware  &  H/W  Eng/Japanese 
lang  reqd  -  Write  eval  firmware 
for  USB  systems  &  Windows/ 
Linux  drivers.  Translate  docs 
and  tech  specs  in  Eng  and 
Japanese  on  USB  and  Serial 
ATA  related  projects  &  prep 
activity  repts  for  Japanese 
mgmt.  Master's  deg  in  Comp 
Sci,  Physics  IEE,  or  Mech  Engrg 
reqd  +  1  yr  exp  in  job  offered  or 
Bach's  deg  in  Comp  Sci, 
Physics  IEE,  or  Mech  Engrg 
reqd  +  3  yrs  exp  in  job  offered. 
Snd  resume  to  Panasonic 
Semiconductor,  550  South 
Winchester  Blvd,  Ste  300,  San 
Jose,  CA  95128,  Attn:  Todd 
Windley,  NK. 


Corporate  Computer  Services 
(CCS)  has  multiple  openings  for 
System/Programmer  Analysts 
for  both  entry  &  experienced  lev¬ 
els  (minimum  BS).  Skills  in  fol¬ 
lowing  areas  C/C++,  VB,  Oracle 
are  plus.  We  are  small  but  we  do 
not  lay  off.  Attractive  wage  w / 
benefits.  Apply  HR@ccsiusa.net 

System/Programmer  Analysts, 
Software  Engineers  wanted  by 
Innovative  Consulting  Solutions. 
Degree  or  equivalent  is 
required.  Skills  in  Oracle,  Java, 
SAP,  SQL  VB,  Unix  strongly  pre¬ 
ferred.  Travel  maybe  required 
for  some  positions.  Please  send 
resumes  to: 

info@icscorpusa.com.  EOE. 


Seeking  qualified  applicants  for 
the  following  positions  in 

mrner  Analyst.  Formulate/define 
functional  requirements  and  doc¬ 
umentation  based  on  accepted 
user  criteria.  Requirements: 
Bachelor's  degree  or  equivalent 
in  computer  science,  MIS,  engi¬ 
neering  or  related  field  plus  5 
years  of  experience  in  sys¬ 
tems/applications  development. 
Experience  with  C  and/or  C++ 
and  UNIX  also  required. 
(Master's  degree  in  appropriate 
field  will  offset  2  years  of  general 
experience.)  Submit  resumes  to 
Sibi  George,  FedEx  Corporate 
Services,  1900  Summit  Tower 
Blvd.,  Suite  1400,  Orlando,  FL 
32810.  EOE  M/F/D/V. 


Software 

Professionals 

Chart  Links  is  a  rapidly  growing 
medical  software  company 
located  in  New  Haven,  CT.  We 
are  seeking  experienced  full¬ 
time  software  developers  and 
contractors  with  the  following 
skills:  HTML/XML,  JAVA, 

JavaScript,  SQL  Server,  Visual 
Basic,  Data  Modeling,  RDBMS 
Designer  and  Crystal  Reports. 
Forward  your  resume  to  Chart 
Links'  HR  Dept,  via  fax  (203) 
624-3501  or  e-mail  at: 
hr@chartlinks.com.  For  more 
information,  please  visit  our 
website  at:  www.chartlinks.com. 


Sr.  Software  Engineer  (with 
Masters  degree  and  1  year 
experience  or  Bachelors  with 
6years  experience)  -William¬ 
sport,  PA.  Job  entails  and 
requires  experience  in  design 
and  development  of  commercial 
client  /server  and  web  applica¬ 
tions  using  Sybase,  ASP.Net, 
VB.Net,  .Net  Framework,  Web 
Services,  XML,  IBM  MQ  series, 
and  Rational  Rose.  Relocation 
within  USA  possible.  Attractive 
compensation  package.  Send 
resume  to  Supriya  Palayekar, 
Palayekar  Companies,  Inc., 
1959  East  Third  Street, 
Williamsport,  PA  17701. 


Software  Engineer  -  analyze, 
design,  develop,  test,  debug  & 
implement  application  software 
in  the  AS/400  client  server  envi¬ 
ronment  utilizing  knowledge  of  & 
exp.  w /  DB2/400,  RPG400, 
OS400,  Query/400,  SQL/400  & 
Movex;  design  &  present  cus¬ 
tomer-client  orientation  &  train¬ 
ing  in  Movex;  prepare  Implex 
documentation.  Requires  BS  in 
computer  science,  information 
systems,  engineering,  math, 
business  administration  or 
equivalent  plus  3  YR  exp.  40 
HR/WK.  HRS  9-5:30.  Email 
resumes  to: 
mikep@emvestia.com. 


Human  Resources 


Provide  user  support  in  PeopleSoft 
HRMS  environment,  monitor  HR 
maintenance  activity,  provide 
training  to  HR,  suggest/implement 
enhancements.  Min.  reqs  are  at  least 
2  years  of  experience  in  the  duties;  or 
BA/BS  in  MIS  or  CIS  together  with  at 
least  6  months  of  experience  in  the 
duties  or  in  other  Help  Desk  or 
Computer  Support  position.  E-mail 
resume  with  Job  Code:  HR  Support 
to:  resumes@hmshost.com  (subject 
line  must  include  HR  Support) 
eoe/mfdv/dfw 


Data  Warehousing  Analyst  want¬ 
ed  by  Marketing/Technology  Co. 
for  Warren,  NJ  position.  Must 
have  bachelor's  degree  or  for¬ 
eign  equivalent  in  Computer 
Science,  Mathematics,  Stat¬ 
istics,  Operations  Research  or 
related  and  5  yrs.  exp.  in  job 
offered  or  in  IT.  Experience  must 
include  3  yrs.  exp.  in  data  analy¬ 
sis  and  logical  modeling  in  a 
relational  data  base  design  envi¬ 
ronment.  Mail  resumes  to 
Recruitment  Director  @  Virgin 
Mobile  USA.  LLC,  10 
Independence  Blvd.,  Warren,  NJ 
07059. 


WE  DO  A 
BETTER  JOB 
AT 

HELPING 

YOU  GET 

ONE. 

CHECK  US 

OUT  AT: 

f^^^Hcom 

OR  CALL 
(800) 
762-2977 
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JOB  OPPURTUNITY.  JOB 
TITLE:  SOFTWARE  ENG¬ 
INEER.  JOB  SITE:  Portsmouth, 
NH.  DUTIES:  Responsible  for 
programming,  development 
analysis,  implementation  and 
maintenance  of  computer  pro¬ 
grams  to  meet  client's  needs 
and  specifications.  Will  use 
established  procedures  & 
methodologies  to  implement  the 
project.  Need  two  yrs.  of  experi¬ 
ence  in  MQ  series  on  Windows 
NT  and  UNIX.  MINIMUM 
REQUIREMENTS:  A  Master's 
degree  or  equivalent  with  a  con¬ 
centration  in  Math,  Computer 
Science,  or  Engineering  (any 
field).  Need  2  years  of  experi¬ 
ence  in  the  job  offered.  DAYS, 
40  HOURS.  SALARY: 
$68,369.60/  per  Year.  THIS 
NOTICE  IS  BEING  FILED  IN 
CONNECTION  WITH  THE  FIL¬ 
ING  OF  AN  APPLICATION  FOR 
PERMANENT  ALIEN  LABOR 
CERTIFICATION.  ANY  PER¬ 
SON  MAY  PROVIDE  DOCU¬ 
MENTARY  EVIDENCE  BEAR¬ 
ING  ON  THE  APPLICATION  TO 
THE  LOCAL  EMPLOYMENT 
SERVICES  AT:  EMPLOYMENT 
SECURITY.  32  SOUTH  MAIN 
STREET,  CONCORD,  NEW 
HAMPSHIRE  03301-4857. 
AND/OR  THE  CERTIFYING 
REGION  OFFICER  AT:  U  S. 
DEPARTMENT  OF  LABOR/ETA 
ROOM  E-350,  J.F.K  FDERAL 
BUILDING,  BOSTON,  MA- 
02203 


Computer  Professionals  (Multiple 
Openings)  Software  Eng¬ 
ineer/Systems  Analyst/Progr¬ 
ammer  Analyst/Database  Admin¬ 
istrator.  Must  have  bachelors 
degree  or  equivalent  and  experi¬ 
ence  in  some  of  the  following 
skills:  C/C++,  Java,  Microsoft 
Technologies  (Visual  Basic,  .Net, 
ASP),  ERP  (SAP,  PeopleSoft). 
EDI  (ANSI  X12,  EDIFACT), 
Translation  Tools  (Mercator, 
Gentran,  WebMethods),  Main¬ 
frame  (Cobol,  CICS,  JCL,  VSAM) 
AS400,  Databases  (SQL  Server/ 
Oracle/  DB2/Sybase),  and  QA 
(Win  Runner,  Load  Runner.  Silk) 
in  Windows  (98/  2000/  NT/XP) 
and/or  UNIX  (Sun  Solaris/HP/ 
AIX)  operating  systems.  Attractive 
compensation  package.  Mail  your 
resume  to:  resumes@versanti- 
nc.com  or  Human  Resources 
Director,  Versant  Technologies 
Inc.,  605  E  Algonquin  Road,  Suite 
250  D,  Arlington  Heights,  IL  60005 


VEGA,  a  NJ  based  con¬ 
sulting  company,  is  cur¬ 
rently  staffing  for  long 
term,  stimulating  consult¬ 
ing  projects  throughout 
the  USA.  We  are  hiring 
professionals  with  any  of 
the  following  skills:  VB, 
Cobol/DB2,  Java/EJB, 
PowerBuilder,  Siebel, 
AS/400,  C++,  Oracle. 
Submit  resume  to: 

emarcus@vegaconsulting.com 


ENGINEERING 

Firmwore  Test  &  Development  Engineers  (Systems) 

Job  Responsibilities: 

As  Firmware  Test  and  Development  Engineers,  professionals  will  develop,  test, 
ond  diagnose  operating,  systemsTevel  software  for  our  routers  ond  Integrated 
Access  Devices  (IADs).  Additionally,  these  professionals  will  interact  with  our 
monufocturing  ond  operations  deportment  to  define  ond  develop  various  test 
beds  and  functional  tests.  Using  their  hands-on  experience,  Firmwore  Test  and 
Development  Engineers  will  develop  device  drivers  ond  diagnostics  software  for 
voice  ond  data  products. 

Qualifications: 

Qualified  condidotes  must  posses  o  B.S.  degree  in  EE/CS  ond  five  years  of 
experience  in  o  firmwore  engineering  position.  Experience  must  include: 

•  Honds  on  experience  developing  firmwore  (using  "C"  ond  native 
assembly  longuoge)  on  an  embedded  ARM  ond  PowerPC  CPUs, 
using  either  pSOS,  ThreadX,  or  VxWorks  operating  systems 

•  Experience  developing,  testing  ond  maintaining  drivers  on 
PC-bosed  host  systems 

•  Experience  providing  technical  guidance  for  engineering 
procedures  for  manufacturing 

Pleose  send  resume  to  employment@netopia.com,  or  visit  www.netopio.com 
to  apply  online.  EOE. 


Technical  Business  Analyst 
(Boston  &  Waltham,  MA)  - 
Provide  technology  relationship 
management  support;  lead  key 
project  resources  on  Portal 
development  using  proprietary 
development  methodology  & 
CMM;  design,  develop,  &  main¬ 
tain  business  processes;  trans¬ 
late  solutions  into  technical 
terms  via  sys.  analysis,  architec¬ 
ture  design,  solution  architec¬ 
ture,  &  sys.  specs;  perform 
research  &  analysis  to  identify  & 
resolve  cross-divisional  project 
issues;  review,  analyze,  &  evalu¬ 
ate  business  systems  &  user 
req's;  formulate  systems  to  par¬ 
allel  business  strategies;  deter¬ 
mine  user  needs,  program  func¬ 
tions,  &  req's  to  develop/modify 
computer  programs;  collaborate 
w/  technical  team  in  data  & 
object  design;  develop  business 
value  technology  &  infrastruc¬ 
ture  enhancement  projects. 
Min.  req's:  Master's  in  MIS  or  rel. 
field  +  2  yrs  exp  in  job  offered,  or 
2  yrs  exp  in  business  sys  devel¬ 
opment.  Must  have  knowledge 
of:  XML  and  Oracle;  systems 
analysis  and  design  tools  includ¬ 
ing:  CMM,  object  oriented  analy¬ 
sis  &  design,  &  UML;  financial 
analysis,  including  ROI  calcula¬ 
tion;  enterprise  systems;  data¬ 
base  technologies;  &  business 
productivity  tools.  Must  have 
unrestricted  authorization  to 
work  in  U.S.  M-F,  8:30  AM  - 
5:30  PM,  40  hrs/wk.  Salary 
range:  $82,500  -  $88,000/yr.  An 
EOE.  Send  2  copies  of  resume 
to  Case  No.  200202656,  Labor 
Exchange  Office,  19  Staniford 
St.,  1st  FI.,  Boston,  MA  02114. 


AGR  Associates,  Inc  is  seeking 
qualified  computer  professionals 
for  the  following  positions  to 
work  at  client  sites  throughout 
the  United  States:  Business 
Objects  Programmer  Analyst. 
Data  Warehousing  Consultant, 
Senior  Project  Manager. 
Application  Database  Manager, 
Oracle  Database  Administrator, 
SQA  Tester/Analyst,  Oracle/ 
Java  Applications  Programmer 
Analyst,  Database  Design 
Administrator,  C++/VC++/  Vitria 
Businessware  Software  Engin¬ 
eer.  We  are  seeking  individuals 
with  any  of  the  following  skills: 
Sybase,  Oracle,  C++,  VC++, 
Pro*C,  FoxPro,  SAS,  Business 
Objects,  Vitria  Businessware, 
Informatica,  Business  Objects. 
Send  resume  to:  AGR 
Associates,  Attn:  Human 
Resources,  222  Third  Avenue. 
SE,  Suite  299-15,  Cedar 
Rapids.  Iowa  52401 


IT  PROFESSIONALS  NEEDED 

MindTree  Consulting,  an  estab¬ 
lished  and  expanding  IT  consult¬ 
ing  company  offering  product 
realization  services  to  Internet 
infrastructure  and  device  ven¬ 
dors,  is  searching  for  qualified  IT 
professionals  and  managers  to 
join  its  growing  team.  For  our 
technical  positions,  we  are 
searching  for  Software  Consul¬ 
tants.  Experience  with  Cisco 
Router,  Compaq  servers,  Imple¬ 
mented  Checkpoint  network 
security  firewalls,  Rational  Rose, 
iPlanet  Webserver,  Sun 
Microsystem's  J2EE  architec¬ 
ture  desired.  Qualified  appli¬ 
cants  will  have  a  bachelor’s 
degree  in  a  relevant  field  and 
qualifying  industry  experience. 

MindTree  is  also  recruiting  for  its 
Director  of  Business  Develop¬ 
ment  in  the  United  States. 
Responsibilities  include  devel¬ 
oping  and  managing  all  busi¬ 
ness  development  initiatives  in 
the  United  States.  Qualified 
applicants  will  have  an  engineer¬ 
ing  degree  and  at  least  five 
years  of  relevant  industry  expe¬ 
rience  as  an  IT  executive/man¬ 
ager.  Experience  in  Telecom  and 
Embedded  Domain  required. 

Positions  may  require  relocation 
to  various  client  sites  throughout 
the  United  States.  Qualified 
applicants  submit  resumes  to 
HR  Department,  The  Tower  at 
270  Davidson  Avenue,  Suite 
305,  Somerset,  NJ  08873. 


Select  Source  International  has 
opportunities  for  Computer 
Programmers,  Programmer 
Analysts,  Systems  Analysts, 
Software  Engineers,  DBA's  and 
Software  Consultants  with  exp. 
in  two  or  more  of  the  following 
skills:  Informix,  Unix,  SQL,  GUI, 
DB2,  CICS,  COBOL,  Visual 
Basic,  OOD,  C++,  Visual  C++, 
Oracle,  Sybase,  MFC, 
PowerBuilder,  Crystal  Reports, 
MVS,  JavaScript,  HTML. 
DHTML.  IIS,  ASP,  Java,  SNMP, 
Frame  Relay,  Socket  Interface, 
TCP/IP.  Open  View,  Shell  script¬ 
ing,  FoxPro.  Bachelor's  or 
Master's  degree  reqd,  depend¬ 
ing  on  position,  lyr  exp  reqd 
depending  on  position  We  also 
accept  the  foreign  edu.  equiv.  of 
the  degree,  or  the  degree  equiv. 
in  edu.  and  exp.  Frequent  travel 
&  relocation.  Send  resume  and 
salary  reqmts  to:  Select  Source 
International  10501  Wayzata 
Blvd,  Ste  200,  Minnetonka,  MN 
55305.  Visit  our  website  at 
www.S3CI.com. 


Powerful  Minds  Attract 

Looking  for  a  career  on  the  cutting  edge  of  technology?  This  is  the  place.  People 
here  love  their  work  because  they  get  to  think  big  and  dream  big.  Combine 
your  proven  skills  with  our  resources  -  and  really  take  off.  Microsoft,  Microsoft 
Business  Solutions,  Microsoft  Licensing  G.P.,  Ensemble  Studios,  and  FRx 
have  the  following  opportunities  available. 

Redmond,  WA 

Software  Engineers,  Program  Manager,  Support  Engineers,  Systems  Analysts 
and  Consultants,  Business  and  Financial  Analysts,  Auditors  and  Accountants, 
Business  Development  Managers,  Directors,  Instructional  Designers,  Marketing 
Managers,  Product  Designers,  Product  Managers,  Network  Engineers,  Recruiters, 
Technical  Writers,  and  Editors,  Systems  Engineers,  Usability  Engineers. 

Irvine,  CA 

Business  Strategy  Analysts 

Mountain  View,  CA 

Software  Engineers,  Program  Managers,  Database  Administrator,  Hardware/ 
Electronic/Design  Engineers 

Malvern,  PA 

Financial  Analyst 

Reno,  NV 

Licensing  Product  Analyst  and  Product  Manager, Support  Analyst  -  Microsoft 
Licensing,  G.P. 

Salt  Lake  City,  UT 

Software  Design  Engineers,  Software  Animator 

San  Francisco,  CA 

Technical  Account  Manager 

Santa  Monica,  CA 

Computer  Systems  Analysts  (Consultant)  and  Software  Engineers  (Systems) 

Waltham,  MA 

Technology  Specialist 

Denver,  CO 

Software  Engineers  -  FRX  Software 

Southfield,  Ml 

Managing  Consultant 

Charlotte,  NC 

Group  Manager,  Support  Engineers,  Technical  Account  Manager 

Fargo,  ND 

Software  Engineers,  Programmer  Writer  -  MBSC 

Findlay,  OH 

Software  Engineer,  Program  Manager  -  MBSC 

Ft.  Lauderdale,  FL 

Operations  Analyst 

Irving/Las  Colinas,  TX 

Support  Engineers,  Support  Professionals,  Developer  Support  Engineers,  Solution 
Integration  Engineers,  Escalation  Engineers,  Application  Development  Consultant 
Technical  Leads,  Partner  Technical  Leads,  Consultants,  Business  Analysts, 
CRM  Program  Manager 

Dallas,  TX 

Artists/Animators  -  Ensemble  Studios 

Houston,  TX 

Business  Productivity  Advisor 

All  positions  offer  competitive  salary  and  excellent  benefits,  including 
bonuses  and  stock  options.  E-mail  your  resume  in  ASCII  text  format  to: 
jobs@microsoft.com  (indicate  Job  Code  A22dn-0503  in  the  subject  header). 
Or  mail  your  resume  to:  Microsoft  Corporation,  Attn:  Recruiting  Department, 
Job  Code:  A22dn-0503,  One  Microsoft  Way,  Redmond,  WA  98052-8303. 

No  phone  calls  please.  We  are  an  equal  opportunity  employer  and  support 
workforce  diversity.  Please  visit  our  Web  site  for  more  information. 

Microsoft 

www.microsoft.com/careers 
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The  Coordinated  Science 
Laboratory  (CSL)  at  the 
University  of  Illinois  at  Urbana- 
Champaign  (UIUC)  seeks  a 
Research  Programmer  (Engin¬ 
eering  and  Scientific).  The  suc¬ 
cessful  applicant  will  collaborate 
with  others  to  develop  middle¬ 
ware  that  provides  reliability, 
availability,  security,  and  surviv¬ 
ability  properties  to  distributed 
applications. 

Duties  include:  utilizing  strong 
software  engineering  skills  to 
design,  plan  and  coordinate  the 
development  of  distributed  sys¬ 
tem  middleware;  taking  initiative 
to  generate  software  designs 
from  research  statements;  coor¬ 
dinating  and  participating  in  the 
development  of  software  by  mul¬ 
tiple  people  and  applying  sound 
software  engineering  principles 
to  ensure  high-quality  code;  cre¬ 
ating  middleware  to  support  the 
building  of  dependable  distrib¬ 
uted  systems;  and  utilizing  C++, 
Java,  CORBA,  ACE,  UNIX  and 
TAO  CORBA  ORB  to  build  dis¬ 
tributed  systems  middleware. 

Minimum  requirements:  Mas¬ 
ter's  degree  in  computer  engi¬ 
neering  or  electronics  and  com¬ 
munications  engineering;  two 
years  as  a  research  program¬ 
mer  or  network  and  system 
engineer;  and  hands-on  advan¬ 
ced  experience  with  UNIX  and 
Ensemble  Distributed  Comm¬ 
unication  System. 

To  apply:  send  a  letter  of  appli¬ 
cation,  resume,  official  tran¬ 
scripts)  and  the  names, 
addresses  and  telephone  num¬ 
bers  of  three  references  who 
can  verify  your  ability  to  perform 
the  required  job  duties  to:  Ms. 
Janet  Reese,  CSL,  1308  W. 
Main  St.  Urbana,  IL  61801. 
UIUC  is  an  Equal  Opportunity 
Employer. 


SENIOR  SOFTWARE  ENGI¬ 
NEER  to  lead  a  team  in  the 
design,  development,  imple¬ 
mentation  and  maintenance  of 
complex  web_based  e_com- 
merce  and  enterprise  applica¬ 
tion  integration  applications  soft¬ 
ware  in  a  client/server  environ¬ 
ment  using  Object  oriented  tech¬ 
nologies,  EJB,  Servlets,  JSP, 
MVC.  WebSphere  (WAS), 
WSAD,  WebSphere  Portal 
Server,  WebSphere  Commerce 
Server,  J2EE,  C++,  Java, 
CORBA,  Orbix,  Oracle,  and 
TCP/IP  under  SUN  Solaris, 
UNIX,  Linux,  and  Windows 
NT/2000  operating  systems; 
supervise  and  mentor  junior  pro¬ 
grammers  and  engineers. 
Require:  M.S.  degree  in 
Computer  Science,  an  Eng¬ 
ineering  discipline,  or  a  closely 
related  field,  with  two  years  of 
experience  in  the  job  offered. 
Extensive  travel  on  assignment 
to  various  client  sites  within  the 
U.S.  is  required.  Competitive 
Salary  Offered,  8:00  am  to  5:00 
pm,  M-F.  Send  resume  to: 
Vishy  Dasari,  President, 
Objectnet  Technologies,  Inc., 
1117  Perimeter  Center  West, 
Suite  E104,  Atlanta,  GA  30338. 
Attn:  Job  SP. 


ETL  Adm'r  (Database  Adm'r): 
Develop,  implement,  maintain 
&  adm.  large  database  for 
ETL  processes.  2  yrs.  college 
study  in  CS,  eng'g  or  sci  rel.  2 
yrs.  exp  or  2  yrs.  exp  in  data¬ 
base  adm.  rel  exp.  Must  have 
ETL  adm.  exp  using 
Informatics,  weblogic  server  & 
ETL  tools.  FT.  Job  site:  Mount 
Prospect.  IL  or  may  change  to 
other  unanticipated  jobsites 
throughout  US  as  req.  Send 
res  to  USMBS,  4780  Walbern 
Ct,  Chantilly,  VA20151.  Legal 
rt  to  work  in  US  must  be  stat¬ 
ed. 


SENIOR  SOFTWARE  ENGI¬ 
NEER  (3  positions)  to  design, 
develop,  test,  maintain,  imple¬ 
ment  and  support  web-based 
application  software  using  Java, 
JSP.  Servlets,  LDAP,  JDBC, 
JavaScript,  J2EE,  XML,  Swing, 
Rational  Rose,  Netegrity's 
Siteminder,  iPlanet  Web  and 
Directory  Servers,  IIS  Web 
Server,  Jrun,  Apache  Web 
Server,  WebLogic  Application 
Server,  ANT,  C,  C++,  Oracle, 
SQL  Server,  OOA,  OOD  and 
UML  on  Windows  and  SUN 
Solaris  platforms;  Mentor  junior 
programmers  and  engineers. 
Require:  B.S.  degree  in 

Computer  Science,  an 
Engineering  discipline,  or  a 
closely  related  field  with  five 
years  of  progressively  responsi¬ 
ble  experience  in  the  job  offered 
or  as  a  Programmer/Analyst  or 
Programmer.  Extensive  travel 
on  assignment  to  various  client 
sites  within  the  U.S.  is  required. 
Competitive  salary  offered. 
Apply  by  resume  to:  Ravi 
Kandimalla,  President,  Everest 
Computers  Inc.,  900  Old 
Roswell  Lakes  Parkway,  Suite 
300,  Roswell,  GA  30076;  Attn: 
Job  GS. 


SENIOR  SOFTWARE  ENGI¬ 
NEER  (3  positions)  to  design, 
develop,  test,  maintain,  imple¬ 
ment  and  support  web-based 
application  software  using  Java, 
J2EE,  EJB,  Servlet,  XML,  XSL, 
Java  Script,  WebLogic,  UML, 
Rational  Rose,  Oracle  and  SQL 
Server  under  Windows  platform; 
Mentor  junior  programmers  and 
engineers.  Require:  B.S. 

degree  in  Computer  Science,  an 
Engineering  discipline,  or  a 
closely  related  field  with  five 
years  of  progressively  responsi¬ 
ble  experience  in  the  job  offered 
or  as  a  Programmer/Analyst  or 
Programmer.  Extensive  travel 
on  assignment  to  various  client 
sites  within  the  U.S.  is  required. 
Competitive  salary  offered. 
Apply  by  resume  to:  Ravi 
Kandimalla,  President,  Everest 
Computers  Inc.,  900  Old 
Roswell  Lakes  Parkway,  Suite 
300,  Roswell,  GA  30076;  Attn: 
Job  SR. 


SENIOR  SOFTWARE  ENGI¬ 
NEER  to  lead  a  team  in  the 
design,  development  and  test¬ 
ing  of  application  software  using 
C,  C++,  Java,  Servlets,  EJB, 
JDBC,  JSP,  XML,  JDK,  Oracle, 
SQL,  HTML,  WebLogic, 
WebSphere,  EDI  (Mercator), 
WinRunner,  Load  Runner  and 
TD  on  UNIX,  Windows  and 
mainframe  platforms;  Mentor 
junior  programmers  and  engi¬ 
neers.  Require:  B.S.  degree  in 
Computer  Science,  an 
Engineering  discipline,  or  a 
closely  related  field  with  5  yrs  of 
progressively  responsible  exp 
in  the  job  offered  or  as  a 
Programmer/Analyst  or  Progra¬ 
mmer.  Extensive  travel  on 
assignment  to  various  client 
sites  within  the  U.S.  is  required. 
Competitive  salary  offered. 
Send  resume  to:  Roz  L.  Alford, 
ASAP  Staffing  LLC,  3885 
Holcomb  Bridge  Rd.,  Norcross, 
GA  30092;  Attn:  Job  PP. 


Sr.  Software  Engineer  (with 
Bachelors  degree  and  5 
years  experience) 
Redondo  Beach,  CA.  Job 
entails  and  requires  experi¬ 
ence  in  design  and  devel¬ 
opment  of  commercial 
applications  using  Oracle, 
Visual  Studio,  SQL  Server, 
Cobol,  XML,  Erwin,  Crystal 
Reports  and  COM/DCOM. 
Send  resume  to  BW204, 
Bluecrane,  Inc.,  225 
Avenue.  I,  Suite  #  204, 
Redondo  Beach,  CA 90277. 
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Linux 


The  latest  Microsoft-funded 
report,  released  last  week  by 
Forrester  Research  Inc.  in 
Cambridge,  Mass.,  looks  at  the 
total  cost  associated  with  de¬ 
veloping  and  deploying  Web- 
based  portal  applications  on 
the  Microsoft  platform  vs.  Lin- 
ux/J2EE. 

The  report  concludes  that 
the  Microsoft  development 
platform  offers  a  substantial 
cost  advantage  over  Linux/ 
J2EE  for  portal  applications, 
largely  as  a  result  of  the  higher 
product  costs  and  develop¬ 
ment  complexity  associated 


with  the  J2EE  application 
servers  and  Unix-based  data¬ 
base  servers  that  the  surveyed 
companies  used.  Forrester 
also  concluded  that  Micro¬ 
soft’s  development  tools  sim¬ 
plified  development  and  re¬ 
duced  labor  costs  to  build  and 
administer  custom  portal  ap¬ 
plications. 

But  it  didn’t  take  long  for 
rivals  to  question  the  credi¬ 
bility  of  the  research.  IBM 
drew  attention  to  factors  that 
it  claimed  “skewed”  the  re¬ 
sults,  such  as  the  small  inter¬ 
view  sample  (12  companies), 
the  industries  selected  and  the 
comparison  products  chosen. 

Sun  Microsystems  Inc.  also 
weighed  in  on  the  study’s  nar¬ 


row  scope.  “The  real  enter¬ 
prise  has  much  broader  needs 
in  scaling,  feature  set,  flexibili¬ 
ty  and  security  than  is  out¬ 
lined  in  this  study,”  said  John 
Fowler,  Sun’s  software  chief 
technology  officer. 

It’s  certainly  not  uncommon 
for  vendors  to  commission  re¬ 
ports  from  industry  analyst 
firms  —  and  for  their  rivals  to 
take  shots  at  the  results.  But 
Forrester  analyst  John  Rymer, 
the  report’s  co-author,  said  his 
report  sets  itself  apart  with  its 
high  level  of  disclosure. 

Rymer  said  some  reports 
don’t  mention  that  they  have 
been  funded  by  vendors.  He 
said  he  was  upfront  in  telling 
Microsoft  that  the  business  re- 


Microsoft  Plans  Steady  Stream  of  Evidence 


The  first  Microsoft-commissioned 
analyst  report  on  Linux  emerged 
last  November,  and  it  took  10 
months  for  the  second  one  to  see 
the  light  of  day. 

But  the  company  has  a  strate¬ 
gy  to  present  a  steady  stream  of 
evidence  on  topics  such  as  the 
cost,  security,  interoperabilty  and 
reliability  of  the  Microsoft  soft¬ 
ware  platform  compared  with  the 
Linux  stack,  according  to  Martin 
Taylor,  general  manager  of  plat¬ 
form  strategy  at  Microsoft. 

During  a  recent  interview  with 
Computerworld,  Taylor  said  Mi¬ 
crosoft  plans  to  use  “credible 
third  parties"  in  its  quest  to  make 
sure  that  customers  view  its  com¬ 
missioned  studies  seriously.  He 
added  that  the  studies  are  “super, 
super  expensive.” 

“If  it’s  Martin  Taylor  Consulting 
that  did  the  study,  then  you 
should  raise  your  eyebrows.  But 
Gartner,  Meta,  IDC  -  these  folks 
have  some  credibility  at  stake  as 
well,  so  we  can’t  buy  a  study.  We 
can’t  say,  ‘OK,  well,  make  it  work 
in  our  favor,' "he  said. 

Taylor  said  it's  also  important 
to  post  the  process,  methodology 
and  tool  set  used,  so  customers 
can  run  their  own  tests  or  results 
to  do  further  analysis.  “Trans¬ 


parency"  is  also  critical,  he  added. 

The  Microsoft-sponsored  white 
paper  released  last  year  by  Fram¬ 
ingham,  Mass.-based  IDC,  for  in¬ 
stance,  stated  that  Windows 
2000  offered  cost  savings  of  11% 
to  22%  over  a  five-year  period  in 
the  areas  of  network  infrastruc¬ 
ture,  print  serving,  file  serving  and 
security  applications.  But  the  re¬ 
port  also  noted  that  Linux  had  a 
6%  cost  advantage  in  the  Web 
serving  area. 

“Maybe  the  Apache  guys 
should  send  me  a  commission 
check,”  Taylor  cracked. 

Taylor  said  he  recognizes  “the 
damned  if  you  do,  damned  if  you 
don’t”  scenario  he  finds  himself  in 
as  he  tries  to  get  out  fact-based, 
credible  information  with  the 
caveat  that  a  report  has  been 
commissioned  by  Microsoft.  But 
he  said  he  knows  of  no  other  way 
to  tell  the  story. 

“If  the  third-party  analyst  won't 
sign  up  for  it  on  their  own,  I  don't 
know  how  else  to  get  my  mes¬ 
sage  out  there,"  Taylor  said. 

Microsoft’s  latest  attempt  to 
get  out  the  “facts”  about  Linux 
began  with  a  conversation  about 
frustration,  said  John  Rymer,  an 
analyst  at  Fonester  Research. 

Rymer  recalled  a  discussion 


that  he  had  with  two  Microsoft 
marketing  officials.  He  said  they 
told  him,  “We’re  getting  creamed 
over  statements  about  Linux,  and 
we  just  don’t  think  it’s  a  complete 
picture,  and  we  don’t  think  it’s  ac¬ 
curate.  Would  you  be  willing  to 
take  on  a  study?” 

Rymer  said  the  Microsoft  offi¬ 
cials  initially  wanted  to  look  at  the 
J2EE  environment,  but  he  con¬ 
vinced  them  they  should  first  sur¬ 
vey  users  to  see  “where  the  lion’s 
share  of  the  activity  is.” 

“They  were  a  little  uncomfort¬ 
able,  because  they  didn't  know 
what  we  were  going  to  come  up 
with,”  Rymer  said,  “but  we  per¬ 
suaded  them  that  it’s  the  best  way 
to  go.” 

Rymer  said  the  Microsoft  offi¬ 
cial  was  firm  that  the  report  not 
take  a  slanted  approach,  since 
the  company  really  does  need  to 
better  understand  the  Linux  phe¬ 
nomenon.  If  the  result  were  nega¬ 
tive,  Microsoft  could  simply 
choose  not  to  publish  the  report. 

Taylor  said  Microsoft  can  work 
with  analyst  firms  on  the  publish¬ 
ing,  but  he  added,  “Again,  these 
are  pretty  credible  folks,  and  the 
data  is  the  data.  Numbers  are 
numbers.” 

-  Carol  Sliwa 
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lationship  had  to 
be  disclosed,  as  , 
well  as  the  as-  / 
sumptions 
and  qualifi¬ 
cations  that 
were  made  to  do  the 
research. 

“We  insisted,  because  we 
want  it  to  have  credibility,”  he 
said.  “We  don’t  want  it  to  be 
some  kind  of  hidden  agenda 
where  people  have  to  sort  tea 
leaves  to  figure  out  what  the 
heck  it  means.” 

The  report,  for  instance, 
spells  out  the  amount  of  mon¬ 
ey  and  number  of  hours  a 
company  would  expend  for  la¬ 
bor  in  developing  and  deploy¬ 
ing  custom  portal  applica¬ 
tions.  Rymer  said  a  company 
could  substitute  its  own  fig¬ 
ures  to  do  its  own  comparison. 
“The  term  I  use  constantly  is, 
‘Your  mileage  may  vary.’  You 
don’t  know  until  you  plug  in 
your  own  numbers,”  he  said. 

The  report  doesn’t  make 
clear  how  the  12  companies 
were  selected.  Rymer  said  Mi¬ 
crosoft  provided  a  range  of 
customers,  and  Forrester  sur¬ 
veyed  some  of  its  own  con¬ 
tacts,  including  all  five  Linux 
users  in  the  report. 

‘Average  Cases’ 

Rymer  defended  the  small 
sample  size  and  the  narrow 
scope  on  portal  applications, 
saying  the  report’s  intent  was 
to  provide  in-depth  informa¬ 
tion  from  a  representative 
group  of  “good,  average  cases.” 

Because  the  cost  of  the  op¬ 
erating  system  is  such  a  small 
percentage  of  the  overall  cost 
of  developing,  deploying  and 
maintaining  portal  applica¬ 
tions,  the  Linux  part  of  the 
equation  ironically  doesn’t 
factor  critically  in  the  conclu¬ 
sions.  Instead,  it’s  the  cost  of 
the  J2EE-based  products  and 
the  database  servers  and  labor 
costs,  Rymer  acknowledged. 

But  one  technology  director 
at  a  midsize  transportation 
company  who  requested 
anonymity  called  the  report’s 
conclusions  “a  joke.”  “What 
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CRITICS  of  the  Forrester  report 
question  whether  the  small  sample 
size  is  statistically  significant. 

about  the  cost  of  maintaining 
service  packs  and  system 
downtime  from  viruses?”  he 
asked.  “If  I  could  quantify  cost 
of  downtime  of  desktops  and 
servers,  this  will  surely  surpass 
Microsoft’s  estimates  of  cost.” 

James  Kline,  a  project  man¬ 
ager  at  The  ServiceMaster 
Co.  in  Downers  Grove,  Ill., 
said  he’s  suspicious  about  the 
report,  since  comparing  any 
portal  project  with  another  is 
“absurd.” 

“For  such  a  comparison  to 
be  meaningful,  these  projects 
would  have  to  be  very  similar 
in  structure  and  scale,”  he 
said. 

Zeke  Duge,  CIO  at  Smart 
&  Final  Stores  Corp.  in  Com¬ 
merce,  Calif.,  said  that  he  is  al¬ 
ways  skeptical  of  paid  endorse¬ 
ments  and  that  he  doubts  that 
the  sample  size  is  statistically 
significant.  “Add  to  that  the 
vested  interest,  and  you  have  a 
marketing  slogan  masquerad¬ 
ing  as  fact,”  he  said. 

Kevin  Doyle,  IT  program 
manager  at  Hawaiian  Electric 
Co.  in  Honolulu,  said  commis¬ 
sioned  studies  aren’t  necessar¬ 
ily  faulty,  but  he  scrutinizes 
them  more  carefully  for  po¬ 
tential  bias. 

“Microsoft  has  made  it  clear 
that  it  sees  Linux  and  open- 
source  as  a  significant  com¬ 
petitive  threat,”  Doyle  said. 
“Just  that  statement  alone 
places  an  enormous  burden  on 
a  consultant  to  prove  they  are 
independent  and  that  their 
study  results  reflect  reality 
rather  than  Microsoft’s  de¬ 
sired  state.”  I 
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Hacker  Helpers 


WHAT  DO  YOU  DO  about  someone  like  Adrian 

Lamo?  Last  week,  Lamo  turned  himself  in  to  U.S. 
marshals  at  the  federal  courthouse  in  Sacramento 
and  was  charged  with  hacking  his  way  into  the 
internal  network  of  The  New  York  Times  and  run¬ 
ning  up  a  $300,000  bill  on  the  newspaper’s  LexisNexis  database  ac¬ 
count  [QuickLink  41209].  At  that  price,  you  can  understand  why  the 
Times  wasn’t  as  forgiving  as  WorldCom,  Yahoo  and  other  companies 
that  praised  Lamo  after  he  found  security  holes  in  their  networks 
and  then  helped  to  fix  them  for  free. 


But  what  now?  What  do  you  do  about  a  guy 
like  that? 

If  you  let  him  walk,  you’re  ignoring  his  law¬ 
breaking.  If  you  lock  him  up,  you’re  spending 
$40,000  a  year  to  incarcerate  a  valuable  securi¬ 
ty  resource  —  at  a  time  when  security  problems 
loom  larger  than  ever  before. 

The  smart  thing  would  be  to  sentence  him  to 
community  service  and  put  him  to  work  finding 
security  problems  in  government  networks  and 
critical  infrastructure. 

After  all,  Lamo  has  a  brain  that’s  somehow 
peculiarly  tuned  for  finding  misconfigured 
proxy  servers,  undocumented  Web  servers  and 
other  paths  from  the  public  Internet  to  what  are 
supposed  to  be  private  networks.  He’s  the  Inter¬ 
net  version  of  a  man  who  can  walk  through 
walls,  using  nothing  more  than  a  Web  browser. 

And  amazingly,  in  his  years  of  wandering 
through  electronic  doorways  that  were  left 
open,  Lamo  never  seems  to  have  done  signifi¬ 
cant  harm  until  he  used  expensive  LexisNexis 
searches  from  the  Times  network  to  look  for  his 
name  in  the  news. 

Until  then,  nobody  wanted  to  blow  the  whis¬ 
tle  on  a  well-meaning  character  who  routinely 
broke  computer-intrusion  laws  but 
left  improved  security  behind  him 
wherever  he  went. 

So  at  a  time  when  malicious  hack¬ 
ers,  antisocial  script  kiddies  and 
genuine  cyberterrorists  are  regular¬ 
ly  launching  worms,  intrusions  and 
denial-of-service  attacks,  why  waste 
Lamo’s  skills  on  anything  other  than 
improving  security? 

But  even  if  a  federal  judge  is  wise 
enough  to  make  the  most  of  Lamo’s 
talents,  that  leaves  a  question  for 
the  rest  of  us:  What  do  we  do  about 
all  the  other  people  like  him? 


They’re  out  there.  They’ve  been  out  there  for 
decades,  at  least  since  the  days  30  years  ago 
when  John  “Cap’n  Crunch”  Draper  and  a  group 
of  blind  teenagers  regularly  hacked  the  tele¬ 
phone  system  and  then  reported  problems  they 
found  to  phone  company  employees  —  who 
didn’t  blow  the  whistle  on  them,  even  though 
that’s  what  phone  company  policy  demanded. 

They’re  bright,  curious,  even  helpful  kids 
who  like  poking  around  communications  net¬ 
works.  Today,  they’re  kids  who  have  always 
known  PCs  and  barely  remember  a  time  when 
they  didn’t  have  Internet  access. 

Some  of  them  will  grow  up  to  have  an  even 
better  intuitive  grasp  of  networks  than  Lamo. 
They’ll  walk  through  walls,  too. 

What  will  you  do  when  you  receive  a  mes¬ 
sage  from  one  of  them,  proudly  informing  you 
that  he  has  found  a  hole  in  your  security? 

Will  you  be  able  to  get  the  maximum  amount 
of  information  about  the  hole,  so  you  can  close 
it  and  track  down  any  similar  problems?  Will 
you  take  the  opportunity  to  discourage  this  kid 
from  poking  around  in  other  people’s  networks 
—  but  not  sound  so  threatening  that  you  scare 
him  off  before  you  get  the  details  of  what  he 
found?  Will  you  know  what  to  say 
—  and  what  not  to  say,  so  you  don’t 
divulge  any  other  information 
about  your  networks? 

Most  important:  Does  everyone 
in  your  IT  shop  know  what  to  do 
when  even  the  most  helpful  of 
hackers  calls? 

Make  a  plan.  Make  sure  all  your 
people  know  it.  And  make  sure 
they’ll  stick  to  it. 

Because  when  the  next  Adrian 
Lamo  turns  up,  the  last  thing  you 
want  is  for  them  to  be  wondering 
what  to  do.  I 
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Just  Do  the  Math 

Customer  of  this  newly  upgraded  B2B  order  entry  sys¬ 
tem  complains  it’s  much  slower  than  the  old  version. 
“Since  they  had  250  people  ordering  at  a  time,  this 
was  elevated  to  our  top  priority,"  B2B  pilot  fish  says.  It 
takes  a  week,  but  fish  finds  the  trouble:  The  customer 
has  also  “upgraded”  from  one  dial-up  line  for  each 
user  to  a  DSL  connection  everyone  shares.  “We  drew 
lots  to  see  who  got  to  explain  that  each  user  didn't  get 
768Kbit/sec.,  but  3.072Kbit/sec.,”  says  fish.  “The 
customer  went  back  to  dial-up.” 

in«Hi 

TANK* 


To  help  cool  a 
crowded  server 
closet,  IT  pilot 
fish  buys  a  small 
water-cooled  air  condi¬ 
tioner.  But  temperature 
in  the  closet  swings 
wildly,  and  a  new  ther¬ 
mostat  doesn’t  help.  Fish 
is  ready  to  junk  it  when 
one  day  he  spots  the 
network  cabling  guy 
making  new  connections 
-  and  using  the  cooling 
unit  as  a  stool.  “There 
he  was  with  his  big  butt 
right  on  the  thermostat 
as  the  unit  ran  its  little 
heart  out,”  says  fish. 

“He  looked  at  me  and 
said,  1  think  there’s 
something  wrong  with 
the  A/C.  You  better  get 
this  unit  serviced.’  ” 

Just  Change  It 

This  government-regu¬ 
lated  online  casino  is 
working  on  a  new  ver¬ 
sion  of  its  software, 
which  will  require  regu¬ 
lators’  OK.  Pilot  fish  re¬ 
alizes  he  can  cut  paper¬ 
work  by  making  sure  the 
new  version  conforms  to 
the  already  approved 
procedures  document 
So  he  does  -  and  catch¬ 
es  flak  for  it.  “I  am  told 
that  if  I  do  not  make 
some  changes  and  re¬ 
submit  the  procedures 
document,  it  will  look 
like  my  section  was 


overlooked," 
fish  says.  “So  I 
had  one  of  my 
staff  change 
the  images 
around  and  resubmit  it 
as  new.  Surprise,  sur¬ 
prise  -  no  problems.” 

Just  Patch  It 

On  the  third  day  after 
this  company's  system  is 
brought  to  its  knees  by 
the  Blaster  worm,  PC 
support  tech  asks  pilot 
fish  if  he  has  installed 
the  patch  support  just 
posted.  No,  says  fish  - 
I  did  that  three  weeks 
ago,  when  the  patch  was 
made  public.  “I  don’t 
have  time  to  argue,” 
tech  snaps.  “Just  install 
the  patch  before  your 
machine  gets  infected!” 

Just  Schedule  It 

Boss  calls  pilot  fish  to 
suggest  hiring  temp  sup¬ 
port  staff  to  handle  the 
recent  volume  of  virus 
and  network  problems. 
We’re  using  overtime 
and  creative  scheduling 
to  manage  what’s  likely 
to  be  a  short-term  issue, 
fish  says.  And  hiring  and 
training  someone  would 
take  at  least  three  or 
four  weeks.  “I  under¬ 
stand,”  says  boss.  “But 
we  should  examine  set¬ 
ting  this  up  prior  to  fu¬ 
ture  spikes  in  the  num¬ 
ber  of  calls." 


OFEED  THE  SHARK!  Send  your  true  tale  of  IT  life  to 
sharky@computerworid.com.  You  snag  a  snazzy 
Shark  shirt  if  we  use  it.  And  check  out  the  daily  feed,  browse 
the  Sharkives  and  sign  up  for  Shark  Tank  home  delivery  at 
computerworid.com/sharky. 
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Introducing  a  new  era  of  secure,  corporate  business  freedom 
and  flexibility  —  Nokia  Mobile  Connectivity  solutions. 


Employees  throughout  an  enterprise  want  to  be 
more  mobile  and  productive  —  and  this  can  be 
realized  thanks  to  Nokia  Mobile  Connectivity  solutions. 
CIOs  and  IT  managers  can  provide  the  mobility  and 
security  of  anytime,  anywhere  access  to  users  — 
while  empowering  everyone  from  the  CEO  to  field 
salesforce  teams  with  the  information  needed  to  do 
their  work  where  and  when  they  choose.  Nokia 
Mobile  Connectivity  solutions  include  a  range  of  IPSec- 
and  SSL-based  client  and  gateway  products  that 


provide  secure,  appropriate  access  to  corporate 
email  and  applications.  Enterprises  will  discover  new 
levels  of  efficiency  from  their  workforce,  while 
giving  them  greater  freedom  to  manage  their  business 
and  personal  lives.  All  solutions  are  easy  to  deploy 
and  manage,  are  based  on  award-winning  technology 
and  are  backed  by  Global  Support  and  Services. 

So  if  you  want  greater  working  freedom  that’s  IT 
approved,  go  ahead  and  escape. 
Visitvwvw.nokia.com/mobileaccess/americas 


IMOKIA 

Connecting  People 


The  body  coordinates  639  muscles  to  meet  changing  demand 


Manages  storage  resources  to  meet 
changing  demand.  On  demand. 


IBM  TotalStorage" 


The  human  body  has  an  amazing  capacity  to  adapt  to  shifting 
demands.  So  do  IBM  TotalStorage  products.The  IBM  TotalStorage 
Virtualization  Family  manages  your  individual  storage  resources 
as  one  common  virtual  pool.  It  can  then  allocate  storage  to  your 
servers,  helping  to  improve  availability  and  utilization.  On  demand. 
Helping  to  lower  your  costs. 

TotalStorage:  storage  for  on  demand  business. 

Can  you  see  it?  See  it  at  ibm.com/totalstorage/ondemand 
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IBM  TotalStorage  Virtualization  Family  consists  of  the  SAN  Integration  Server  and  the  SAN  Volume  Controller  IBM.  the  IBM  logo  and  TotalStorage  are  trademarks  ol  International  Business  Machines  Corporation.  Other  company, 
product  and  service  names  may  be  trademarks  or  service  marks  of  others.  ©  2003  IBM  Corporation.  All  rights  reserved. 


